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CHAPTER ONE 
OVERVIEW OF BALANCED SCORECARD AS A PERFORMANCE 
MONITORING SYSTEM FOR INSTITUTIONS, BANKING AND FIRST BANK 
 
1.1 INTRODUCTION 
This chapter conceptualises Balanced Scorecard components as predictors of service 
performance management in First Bank Nigeria PLC. It makes a case for the statement of 
the problem by indicating that service performance management would be enhanced with 
the use of the Balanced Score Card. Seven objectives were formulated which were 
translated to six hypotheses formulation and one research question to be answered. The 
benefits of the study in terms of significance of the study were discussed as well as the 
scope of the study. Terms were defined conceptually and meanings of abbreviations 
given. 
1.2 Background to the Study 
Many institutions and organizations are set up to with a right motive but fail to actualize 
their vision. This cuts across both public and private institutions across the globe. A 
financial institution is selected for this research because of its sensitivity; hence getting it 
right with a delicate institution like a financial organization will assist usage of this 
monitoring system by other institutions. 
Modern banking in Nigeria started in 1892 with the free banking era which ended when 
the Banking Ordinance of 1952 was promulgated. First Bank was the pioneer bank that 
was established in Nigeria in 1894 as the Bank of British West Africa. The establishment 
of the First Bank of Nigeria predates the birth of the Nigerian nation as a sovereign 
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entity. The bank which was registered as the bank of British West Africa in 1894 has 
therefore evolved along the path of political, social and economic changes and 
developments of Nigeria from the colonial period to independence and the experience of 
post-independence. It thus shared, in the process of its growth, the tidal experiences of 
the nation which, in retrospect, were sources of strength (Ndekwu, 1994).  
Despite the Banking Ordinance of 1952, Nigeria experienced a series of bank failures 
between 1952 and 1958. The pre-Central Bank failures were attributed to the absence of 
regulation and control. It was in order to correct this non regulatory orchestrated distress 
that the Central Bank of Nigeria (CBN) was established in 1959. However, the 
promulgation of the Central Bank Act of 1958 and its attendant use of regulation and 
control did not put an end to the distress in the Nigerian banking industry. Symptoms of 
distress in the Nigerian financial system were first, officially pointed out by the World 
Bank team that examined the financial sector. This was before the establishment of the 
Nigeria Deposit Insurance Corporation (NDIC) Decree No 22 of 1988, which eventually 
took off in February 1989 (Babalola, 2011:99). 
The history of distress in the Nigerian banking sector continued unabated even into the 
1990’s. For instance, between 1989 and 1996, the financial conditions of many banks 
worsened. This compelled the authorities to take decisive steps to restore public 
confidence in the financial system. The number of banks classified as distressed 
increased from 8 to 52 in 1995. CBN revoked the licenses of 5 banks, took over the 
management of 17 distressed banks in 1995 and one additional bank in 1996. With effect 
from January 16, 1998 CBN announced the revocation of the banking licenses of 26 
banks, as necessitated by their grave financial conditions in which the banks were 
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trapped. Also, during the period 1994-2003, a number of banks had their licenses 
withdrawn and liquidated by the NDIC. (Babalola, 2011:99). 
At the global level, financial crises beginning from the mid-2007 experienced the 
crashing of international stock markets and as a result many enterprises collapsed or were 
bought out (Shah, 2009). Shortly before this period, specifically in 2004, banking sector 
reforms again swept away 14 additional banks in Nigeria and the scourge of bank failure 
became a serious issue, which further eroded customer confidence in the sector. This 
situation in the sector prevailed until July 2004 when the Central Bank Governor 
announced the introduction of a capitalization base of N25billion for all Nigerian banks. 
A critical evaluation of this wave of reforms suggests that the banking sector in Nigeria 
had been operating in an unsafe and unhealthy manner, thus, exposing the fragility of the 
system. The belief that the sweeping reforms of the period 2004 - 2005 would usher in a 
new era of banking in Nigeria, especially in the area of enhanced capital 
base/shareholders’ funds has turned out to be not too impressive.. This position is 
justified with the continuous concerns on the sector and the eventual intervention by the 
Central Bank of Nigeria. The revelations from the sector in late 2009 confirmed the fear 
that this financial crisis that has been ravaging this sector over the years has not been 
decisively dealt with. The ugly situation of a huge sum of non-performing loans 
culminating in the capital erosion of 9 out of the 24 banks in the country portends great 
danger to the system. (Babalola, 2011: 99-100). 
Consequently, the immediate ex-Governor of Central Bank of Nigeria, Mallam Sanusi 
Lamido Sanusi embarked on more and far reaching reforms which affected the sector 
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structurally, operationally and in all ramifications. The recent banking reforms in Nigeria 
were driven by a number of internal and external factors, which were inextricably linked 
to the global financial crisis. This is portrayed in the following comments by Nigeria’s 
immediate ex-Governor of Central Bank of Nigeria.  
“As you all are aware, the world economy was hit by an 
unprecedented financial and economic crisis in 2007-2009, tipped 
into recession by the subprime crisis in the US in August 2007. This 
crisis led to the collapse of many worlds’ renowned financial 
institutions and even caused an entire nation to be rendered 
bankrupt” (Sanusi, 2012). 
In Nigeria, the economy faltered and the banking system experienced a crisis in 2009, 
triggered by global events. The stock market collapsed by 70% in the 2008-2009 and 
many Nigerian banks had to be rescued. In order to stabilize the system and return 
confidence to the markets and investors, the CBN injected N620bn of liquidity into the 
banking sector and replaced the leadership at 8 Nigerian banks. (Sanusi, 2010:1-2). 
Government intervention to banking institutions cannot be available all the time in 
Nigeria and in order to consolidate stability, it is therefore imperative that banking 
institutions in the world in general and Nigeria in specific enhance their competitive 
advantages in order to outperform the numerous competitors in the industry. These 
institutions must place more emphasis on improving internal operational performance 
(Davis & Albright, 2004; Hung-Yi, 2011; Littler, Aisthorpe, Hudson, & Keasey, 2000). 
Banking institutions must develop an effective way to align their strategies with corporate 
goals on the basis of performance analyses. 
Several analysis models have over the years been applied to organizational performance 
measurement e.g., ratio analysis, total production analysis, regression analysis, Delphi 
Analysis, Balanced Scorecard(BSC), Analytic Hierarchical Process (AHP), and Data 
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Envelopment Analysis (DEA). These approaches vary regarding their basic concepts, 
aims, advantages, and disadvantages (Dessler, 2000). The analytical methods or tools 
chosen for performance analysis by management depend on the situation and the type of 
organization. Nevertheless, most successful organizations have common characteristics, 
including specific visions, positive actions, and effective methods of performance 
measurement (PWC, 2009a, 2009b). Moreover, performance management is most 
effective when objectives beyond operational variables are incorporated logically, with 
an understanding of strategic effectiveness enabled by the appropriate analytical systems 
(Barlas & Yasarcan, 2006; Wright & Taylor, 2001). Thus, the strategic steps aligning an 
organization’s objectives with a corporation’s specific visions are most important for 
organizations to achieve effective performance management (Schalock & Bonham, 2003; 
Sridharan, Go, Zinzow, Gray, & Gutierrez Barrett, 2007). Organizations can efficiently 
reach their goals by prioritizing their actions in order to fulfil corporate visions and by 
incorporating effective performance management. The Balanced Scorecard (BSC) is an 
adequate evaluation methodology for achieving these goals (Davis & Albright, 2004). 
According to Kaplan and Norton (1992), the BSC stresses financial and non-financial 
aspects, long-term and short-term strategies, and internal and external business measures. 
BSC enables management not only to communicate with their employees but also control 
the progress of strategic development in order to improve organizational performance and 
to increase competitiveness (Hung-Yi, 2011). As a result of the fact that products and 
services provided by banking institutions are intangible, it is not easy to measure 
efficiency and competitiveness of their products and services. Most available research has 
focused on gauging the productivity and efficiency of the banking industry by measuring 
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outputs, costs, and performance (Kosmidou, Pasiouras, Doumpos, & Zopounidis, 2006). 
Moreover, many of the studies only use financial ratios to evaluate banking performance. 
Most of the traditional performance measures in banking focus on external financial 
reporting (Hepworth, 1998). However, focusing solely on these external reports has kept 
banks from long-term learning, growing, innovating, and planning (Chia & Hoon, 2000; 
Davis & Albright, 2004; Ko & Lee, 2000). Furthermore, banks need to completely 
reassess their performance measurement in order to adapt to constantly changing 
customer needs and requirements. To achieve more effective performance, banks must 
align their goals with those of their clients’ services (Nist, 1996). This makes the use of 
Balanced Scorecard in financial and non-financial organization highly relevant and in 
tune with the current trend in global assessment and evaluation of performance 
measurement. 
Banking institutions as well as other organizations have widely applied the BSC not only 
as the key to achieving a successful execution of strategic plans (Frigo, Pustorino, & 
Krull, 2000) but also for strategic development and performance measurement (Aranda & 
Arellano, 2010; Banker, Chang, & Pizzini, 2004; Littler et al., 2000). A number of 
studies have researched the BSC implementation (Aranda & Arellano, 2010; Banker et 
al., 2004; Bhagwat & Sharma, 2007; Chan, Gaffney, Neailey, & Ip, 2002; Chen, Chen, & 
Pens, 2008; De Silva, Tadashi, & Kikuo, 2005; Fernandes, Raja, & Whalley, 2006; Hsu, 
2005; Kaplan & Norton, 1992, 1996a, 1996b; Littler et al., 2000; McNamara & Mong, 
2005; Mearns & Havold, 2003; Norton, Contrada, & LoFrumento, 1997; Wu, Tzeng, & 
Chen, 2009) and strategy maps (Kaplan & Norton, 2004a, 2004b) of the banking 
industry. 
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According to the Balanced Scorecard Institute (1998-2012), “The Balanced Scorecard is 
a strategic planning and management system used extensively in organizations worldwide 
to align business activities to the vision and strategy of the organization, improve internal 
and external communications, and monitor organization performance against strategic 
goals. Balanced Scorecard (BSC) originated as a performance measurement framework 
that added strategic non-financial performance measures to traditional financial metrics to 
give managers and executives a more 'balanced' view of organizational performance 
(Kaplan & Norton, 1992). Balanced Scorecard” means different things to different 
people. At one extreme, a measurement-based Balanced Scorecard is simply a 
performance measurement framework for grouping existing measures into categories, and 
displaying the measures graphically, usually as a dash Board. The measures in these 
systems are usually operational, not strategic, and are used primarily to track production, 
program operations and service delivery (input, output, and process measures). 
At the other extreme, the Balanced Scorecard is a robust organization-wide strategic 
planning, management and communications system. These are strategy-based systems 
that align the work people do with organization vision and strategy, communicate 
strategic intent throughout the organization and to external stakeholders, and provide a 
basis for better aligning strategic objectives with resources. In strategy-based scorecard 
systems, strategic and operational performance measures (outcomes, outputs, process and 
inputs) are only one of several important components, and the measures are used to better 
inform decision making at all levels in the organization. In strategy-based systems, 
accomplishments and results are the main focus, based on good strategy executed well. A 
planning and management scorecard system uses strategic and operational performance 
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information to measure and evaluate how well the organization is performing with 
financial and customer results, operational efficiency, and organization capacity building 
(Holmes, 2008:1). 
BSC is componential of four perspectives namely: financial, customer, internal as well as 
learning and growth perspective. Financial perspective concentrate more on return on 
investment and economic value-added. Customer perspective focuses on satisfaction, 
retention, market, and account share. Internal perspective focuses more on quality, 
response time, cost, and new product introductions while learning and growth dwell on: 
employee satisfaction and information system availability (Kaplan & Norton, 1996:44). 
The Balanced Scorecard (BSC) measures organizational performance across four 
balanced perspectives: financial, customers, internal business processes, and learning and 
growth. The BSC enables companies to track financial results while simultaneously 
monitors progress in building the capabilities and acquiring the intangible assets they 
need for future growth. (Kaplan & Norton 1996:2).Also, it provides managers with the 
instrumentation they need to navigate to future competitive success. Today, organizations 
and structures are competing in complex environments so that an accurate understanding 
of their goals and the methods for attaining those goals is vital. It translates an 
organization’s mission and strategy into a comprehensive set of performance measures 
that provides the framework for a strategic measurement and management system. 
First Bank remains the biggest bank in Nigeria and one of the big four on the African 
continent. Today the bank has expanded its branch network to such an extent that it could 
be found in some states in Nigeria.  The global economic crisis which happened in 2007 
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resulted in the threat of total collapse of some financial institution across the globe. First 
bank was one of the banks that survive the adverse effect of the financial crisis. This is an 
achievement since more than 10 banks collapsed and the few surviving banks needed to 
merge in order to remain in business. This stability is traceable to a lot of factors 
including; good corporate leadership, control and efficient service delivery. Over the 
years, First Bank has maintained a good performance improvement and management 
system, in ensuring customer satisfaction and efficient service delivery.  
This research seeks to study the use of the Balanced Scorecard as a tool that will predict 
service performance management which is a performance measurement which comprises 
items that bothers on rendering quality customer service, though some of the indicators 
may be directly related to the organization but they are inherently suitable or connected to 
rendering quality customer service. These are the customer issues that have over time 
contributed to the challenges of the Nigerian banking sector. Service itself is defined as 
“the production of a satisfactory experience” (Awoniki, 2011:1). According to Tschohl 
(2007:1) “customer service is really selling because it inspires customers to return more 
often to buy more”. Customer service is increasingly becoming the differentiating factor 
which sustains competitive edge in the market place (Awoniki, 2011:1). Consequently, 
quality customer service seeks to satisfy the customer and ensure a repeated buy-in from 
him/her. This is customer loyalty or retention as induced by customer satisfaction. 
(Stewart, 1996:5) provided a comprehensive definition of customer retention. He noted 
that “customer retention is the process by which an organization identifies and maintains 
a relationship with prime customer groups. Such relationships should add value to both 
producer and consumer. The decision to serve is based on the forecast of the economic 
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lifetime value of the customer to the organization”. He concluded that by retaining more 
existing customers, an organization can directly improve its profitability (Stewart, 1996, 
6). It should however be noted that customer satisfaction or quality customer service is 
very dynamic because it changes from time to time. Today’s definition of quality 
customer service includes convenient location, breadth of selection (portfolio), category 
dominance and speed of transaction’’ (Tschohl, 2007, 1). 
In the banking sector, quality customer service will include all activities, processes and 
equipment deployed with the sole intention of ensuring that the customer gets maximum 
satisfaction. This will involve every activity or process put in place to ensure that a 
customer remains with the bank. Repeated buying here will be taken to mean that the 
customer feels satisfied to continue patronising the bank. This will also mean that the 
absence of this satisfaction could lead to a loss of that customer to other banks or even 
lead to de-banking i.e. non usage of banks at all. Bank service delivery includes all the 
above mentioned services which happen at the head office, branch level, and e-channels. 
E-channel service points include all bank processing consummated using the 
internet/web, telephone/mobile banking, Automated Teller Machine (ATM) and Point of 
Sale (POS). 
Branches are those outlets or head-office extensions which a particular bank has outside 
of the head office. Usually, opening a branch is a function of various factors including 
demography (population), per capita income, market and corporate office dominated 
areas, industrial areas. At the branch level, various forms of customer services are 
rendered ranging from; account opening, issuance of credit facilities, deposit and 
withdrawals, funds transfers, safe custodies. Ideally, all this services interfacing between 
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the customer and the bank goes a long way in shaping the banks performance and 
customers’ opinion about the bank. For a bank to be successful, the bank must be able 
meet the positive obligation of the stakeholders which includes the regulators, 
government, shareholders, employees, the public and ultimately the customers in the 
sense of those that come into the bank to transact and or open account with the bank. 
Unfortunately, this is not always the case.  
This research will focus on the measurement of branch operational services in delivering 
effective service in First Bank of Nigeria. As a lead bank, First Bank of Nigeria renders 
the full complement of service elements including; account opening, domestic and 
international bank transfer, treasury operations, trade services, cash transactions, credit 
services and e channel transactions. The need to measure these services cannot be 
overemphasized because the inability to do so effectively, induces several operational 
risks, credit risk, market risk and all other forms of risk; and when not properly managed 
leads to further degeneration. 
The research will look at the use of the Balanced Scorecard in the post 2009 reforms era. 
As it is today, Nigeria seems to be enjoying a relative stability in the banking sector, but 
this does not in any way obliterate the fear that another failure may be imminent. 
Therefore there is an urgent need to develop modules, practices and tools that will sustain 
the current gains in the industry and thereby break this cycle of cyclic failures. The range 
of reforms which took place in the banking industry necessitated the introduction of the 
Balanced Scorecard in the First Bank of Nigeria financial system to be more proactive 
and to confer financial stability on the bank. To what extent the introduction of BSC 
components has been able to predict banking performance measurement as captured by 
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the construct service performance management remains unclear and forms the main focus 
of this study.  
1.3 Statement of Problem 
The research is confronted with the perennial failure of the Nigerian commercial banks, 
despite all the laws, processes and governmental interventions, deployed over the years to 
make them stable. Scholars and financial practitioners have given different opinions as to 
why this challenge has remained difficult to solve. Various levels of interventions have 
been put in place by the Federal Government of Nigeria; through the Central Bank of 
Nigeria to break this cycle of failure. This includes the creation of the Central Bank of 
Nigeria (CBN) in 1959, the introduction of Decree No 22 of 1988 which established the 
Nigerian Deposit Insurance Corporation (NDIC) and most recently the creation of Asset 
Management Company of Nigeria (AMCON). Olaniyi (2007:67) writes that the banking 
failures of the pre-90 could acceptably be blamed on an inadequate regulatory 
framework. Such failure grows unabated even when regulations such as  the Banks and 
other Financial Institutions Decree (BOFID) of 1991, Prudential Guidelines on asset 
classification and Provision for loan losses (SAS 10) as well as Failed Banks (Recovery 
of debts) and other Financial Malpractice Acts of 1994 were all in existence’’. 
Also, policies including the increment in capital base of banks from N5billion to 
N25billion and finally to N100billion (2009) were all done in a quest to check bank 
failures. Despite all these, the sector confronted the 2009 crisis, which warranted the 
current wave of reforms in the commercial banking sector. In order to ensure financial 
stability, to boost service performance as well as enhance their competitiveness, First 
Bank which is the biggest and the oldest bank in Nigeria introduced their own internal 
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reforms. One of the internal reforms in First Bank was the introduction of Balanced 
Scorecard to improve service performance. The Balanced Scorecard is a strategy 
performance management tool that can be used by managers to keep track of the 
execution of activities by the staff within their control and to monitor the consequences 
arising from these actions. It is componential of four sections namely: customer 
perspective, financial perspective, internal process perspective as well as learning and 
growth. The extent to which these components are related among each other as well as 
their contributions to service performance is not very clear and needs to be researched 
into. 
1.4 Objectives of the Study 
 To determine the relationships among Balanced Scorecard components (customer, 
financial, internal process, learning and growth and service performance 
management as viewed by  
(i) Staff of First Bank, PLC. Nigeria. 
(ii) Customers of First Bank, PLC. Nigeria. 
 To predict the composite contributions of Balanced Scorecard components 
(customer, financial, internal process, learning and growth) to service 
performance management by 
(i) Members of staff in First Bank Nigeria PLC. 
(ii) Customers of First Bank Nigeria PLC. 
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 To ascertain the relative contributions of Balanced Scorecard components 
(customer, financial, internal process, learning and growth) to service 
performance management by  
(i) Members of staff in First Bank Nigeria PLC. 
(ii) Customers of First Bank Nigeria PLC. 
 To determine whether service performance management as viewed by 
(i) Staff of First Bank Nigeria PLC.  
(ii) Customers of First Bank Nigeria PLC. 
differ by their demographic characteristics (gender, qualification and years of 
working/banking experience in First Bank) 
 To investigate whether service performance management scores differ between 
customers and staff of First Bank Nigeria PLC. 
 To establish whether differences exist in service performance management among 
the three categories of customers of First Bank PLC. 
 To ascertain the challenges faced by staff of First Bank in the implementation of 
BSC. 
1.5 Hypotheses 
A hypothesis can be described as a logical suggestion, a reasonable guess and an 
educated conjecture to guide the researcher to the relevant information necessary to 
resolve the research problem (Popoola, 2007). 
This description indicates that hypotheses are predictions of the possible outcomes of a 
study; it indicates relationship between two or more variables in the research problem. 
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It directs and prompt researcher to find the bearing of the investigation; it is important to 
note that hypothesis are suggested answers to research questions and are written close to 
the research questions (Oladapo, 2014). 
The following hypotheses were generated and tested at significance level of 0.05. 
 There will be no significant relationships among the components of Balanced 
Scorecard (customer, financial, internal process, learning and growth) and service 
performance management as viewed by 
(i) The staff of First Bank Nigeria PLC. 
(ii) Customers of First Bank Nigeria PLC. 
 There will be no significant composite contribution of Balanced Scorecard 
components (customer, financial, internal process, learning and growth) to service 
performance management by 
 (i) Members of staff in First Bank Nigeria PLC. 
 (ii) Customers of First Bank Nigeria PLC. 
 There will be no significant relative contributions of Balanced Scorecard 
components (customer, financial, internal process, learning and growth) to service 
performance management by 
(i) Members of staff in First Bank Nigeria PLC. 
(ii) Customers of First Bank Nigeria PLC. 
 There will be no significant mean differences in service performance management 
scores as viewed by staff and customers based on their demographic 
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characteristics (gender, qualification and years of working/banking experience in 
First Bank). 
 There will be no significant mean differences in service performance management 
scores between staff and customers of First Bank Nigeria PLC.  
 There will be no significant difference in service performance management score 
among the three categories of customers (retail, small and medium enterprise as 
well as corporate organisations. 
1.6  Research Questions 
 What is Balanced Scorecard? 
 What are the challenges faced by staff of First Bank Nigeria PLC. in the 
implementation of Balanced Score Card? 
 Has the use of BSC enhanced service delivery in First Bank? 
 Will the use of BSC enhance performance in other organisations? 
1.7  Significance of the Study 
The significance of study focuses on the rationale of the study; the variables there in and 
as well as the expected outcome of the study. It justifies the cogent and relevant reasons 
for the importance of the research (Oladapo, 2014). Prior to now, the emphasis has been 
on external and top - bottom order of rules/regulation/reforms and policies which have 
always been violated. This research seeks to analyse both internal and external strategies 
of stabilizing the Nigeria banking industry by introducing the use of Balanced Scorecard 
in banks as a means of improving service performance in Nigeria Banks. There is a dire 
need to ensure the safety of banks and financial institutions in Nigeria. Part of the 
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solution lies with instituting an appropriate and efficient performance management 
system of these banks. This study will create a base for the understanding of the Balanced 
Scorecard and how it can be used to maintain performance and thereby avert banking 
crisis in future. It is expected to provide the regulatory authorities with solutions towards 
ensuring effective service performance delivery in other to encourage the non-banked 
population in Nigeria. This study will also provide information with regard to challenges 
facing information regarding the use of the Balanced Scorecard. Therefore, it will bring 
value to the stakeholders who include the government, shareholders, directors, employees 
and the general public. Finally, this study would provide an enrichment in literature as it 
will become standard point of reference to future scholars of the discipline. 
1.8  Scope of the Study 
The scope of this study covers using the Balanced Scorecard components as predictors of 
service performance management in First Bank, Lagos State, Nigeria. The scope also 
covers challenges facing the implementation of the Balanced Scorecard in First Bank, 
Nigeria. The study also covers the relationship of the different component of BSC to 
banks stability 
 
1.9 Definition of Terms 
Balanced Score Card: It is a strategy performance management tool that can be used by 
managers to keep track of the processes, execution of activities by and for the 
staff/customers within their control and to monitor the consequences arising from these 
actions. 
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Customer Perspective: It is a component of Balanced Scorecard that measures customer 
satisfaction, customer retention, customer drive, customer transaction efficiency as well 
as customer service delivery. It measures how customers see an organization. 
Financial Perspective: It measures organization economic return. 
Internal Perspective: This measures improvement in quality as well as response time. It 
also bothers on cost reduction as well as reducing cycle times. It captures what the 
organization can continue to do in order to excel. 
Learning and Growth: This component drives the future growth of organisations. It is 
componential of employee training, employee satisfaction as well as information system 
availability. It captures how an organization can continue to improve and add value. 
Service Performance Management: It measures what an organization achieves as a 
whole with regard to group services. 
 
1.10 Chapterisation 
The thesis will be divided into seven chapters with each chapter having its sub-division 
where applicable. 
Chapter One: 
This chapter will give a snapshot of the Overview of Balanced Scorecard as a 
performance monitoring system for Institutions, Banking and First Bank. It will introduce 
the background to the Study. The back ground reports concisely the contact of the chosen 
problem of investigation to the relevant audience, tracing the socio economic, historical 
and educational trend; it logical link previous work to this research. It discovers briefly 
relevant interpretation to the topic of research works and author that are relevant and 
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germane to the specific issues on the variables of the study are availed on. This chapter 
will lay emphases on the methodology that will address the research problems in 
relevance to the research topic. This chapter will also reveal the Statement of Problem, 
Objectives of the Study, Hypothesis, Research Question, Significance of the Study, 
Scope of the Study and the Definition of Terms. It will give an overview of what the 
research is all about and the expectations. 
Chapter Two: This will be a review of related literature on Distressed Banks and 
Background failure in Nigeria, Balanced Scorecard characteristics, History, Designs and 
Criticism. The review empowers a researcher to go through the ideas and views of others 
that are relevant to the research problem; it involves reading about what other researchers 
have written on similar problem of interest. There are four major sources of literature 
namely Electronic Sources, General Sources, Primary Sources and Secondary Sources. 
The chapter will also reveal the Theoretical Framework. 
Chapter Three: This chapter will study in depth the Balanced Scorecard as a 
performance monitoring system for organizations. It will describe the four respective of 
the Balanced Scorecard, the Strategies behind the Balanced Scorecard steps in 
constructing an Organization Scorecard and failures associated with poor 
implementation. 
Chapter Four: This chapter will research on Banking in Nigeria; highlight the Nigerian 
banks regulatory bodies, examined First Bank activities and the use of Balanced 
Scorecard in FBN. 
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Chapter Five: This Chapter will analyse the data on Scorecard Implementation in First 
Bank Branch Services. It will take into consideration Research Design, Area of Study, 
Regulation of the Study, Sampling technique and Sample, Variables in the study, 
Instrumentation, Validation of Instruments, Procedure of Data Collection, Data Analysis 
and Ethical Considerations (Applicable to the Study). 
Chapter Six: Using the Discussions demographics statistics this will focus on the Results 
and Findings.  
Chapter Seven: This chapter will summarize the findings, conclude and make 
recommendation and Suggestions for Further Study. 
 
1.11 Summary of the Overview of Balanced Scorecard as a Performance 
Monitoring System for Institutions, Banking and First Bank 
Background of the study provided needed empirical information on history of bank 
failure in Nigeria and how Balanced Scorecard can be an effective tool in enhancing 
service performance management in First Bank. The interest is focused on the fact that 
with Balanced Scorecard, a proper performance monitoring tool activities can be 
effectively managed, hence goals, visions and targets of individuals, clubs, associations, 
companies, countries and organisations can be achieved. 
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CHAPTER TWO 
REVIEW OF RELATED LITERATURE AND THEORETICAL FRAMEWORK 
 2.1  Introduction 
The review of related literature was conducted under the following headings: 
 Historical Perspective of Distressed Banks and Bank Failure in Nigeria 
 Balanced Score Card: Characteristics, Design and Criticisms 
  Theoretical Framework 
This includes previous publications that are directly related to the research. 
 
2.2  Historical Perspective of Distressed Banks and Bank Failure in Nigeria 
The issue of bank failure is a subject that attracts multi-faceted opinion among scholars, 
bankers and financial practitioners. Bank failure or distress is a worldwide phenomenon. 
According to Adeyemi (2011:99) “the term ‘distressed bank’ entered the lexicon of 
banking in Nigeria during the period 990 to 1995, though it has been in existence since 
the early 20
th
 century. The term to the general public connotes an unmanageable, 
unviable and insolvent bank that is tending towards liquidation. In ordinary parlance, 
distress means being in danger or difficulty and in need of help”. Adeyemi (2011:99) also 
cited Umoh (1999) who notes that “a bank is distressed when it is technically insolvent 
implying that the bank’s liabilities exceed the assets”. Adeyemi (2011:99) also presented 
the definition of two big Nigerian financial regulators notably; the Central Bank of 
Nigeria (CBN) and the Nigerian Deposit Insurance Corporation (NDIC). The CBN/NDIC 
(1995:4) described a distressed financial institution as “one with severe financial, 
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operational and managerial weaknesses which have rendered it difficult for the institution 
to meet its obligation to customers, owners and the economy when due. 
The foregoing shows that there are certain signs and factors that are indicative of a 
distressed bank. They include excess liabilities, unviable, unmanageable and illiquidity, 
all which ultimately makes it difficult for the bank to meet the demand of customers. The 
implication is that the moment the customers notice that their needs are not being met and 
services are not being rendered; they will start panicking and lose confidence in the bank. 
After this there will be massive withdrawals and the banks start heading towards distress. 
CBN/NDIC (1995:4) went further to differentiate between banking system distress and 
bank distress. In “a situation in which a sizeable portion of financial institutions have 
liabilities exceeding the market value of their assets which may lead to runs and other 
portfolio shifts and eventual collapse of some financial firms”. However, bank failure and 
distress occurs to one bank, while banking system distress occurs when more than one 
bank has such issues. 
Molukwu (1994:48) gives greater clarity on the issue of bank distress. In her view: 
The mere mention of the word “crisis” in the financial system conjures the 
notion of a distress situation. Distress manifests itself in varying degrees 
of intensity i.e., some banks are only marginally distressed and are 
referred to as problem banks. Some are persistently illiquid, while others 
are technically or actually insolvent. Irrespective of the degree, distress is 
determined by financial condition of the affected financial institution as 
measured by capital adequacy. 
Olaniyi (2007:67) stated that bank liquidation does not happen in a day, it is always 
preceded by performances which are below standard whether obvious or obscured. 
Adeyemi (2001:101) also noted that “many people erroneously interchange bank distress 
 23 
 
with bank failure which is technically distinct. Bank distress is the forerunner of bank 
failure. Whereas a bank distress could have chances of regaining health, a failed bank 
loses every chance of life. Its final destination is the “mortuary” of Nigerian Deposit 
Insurance Company (NDIC) from where it will proceed to its final destination- 
liquidation”. He added that “bank failures are widely perceived to have greater adverse 
effects on the economy than the failure of other types of business. They are viewed to be 
more damaging than other failures because of the fear that it may spread in terms of the 
“domino effect” throughout the banking system, affecting solvent as well as insolvent 
banks. He further noted that the failure of an individual bank introduces the possibility of 
system wide failure or systematic risk. He concluded that “bank failures have been and 
will continue to be a major public policy concern in all countries and that explains that 
the banks are regulated more rigorously than other industries’’. 
Another definition or condition of distress is “when there is persistence management 
tussle resulting to un-conducive operation of the banking business’’ Adeyemi (2001:101). 
Whilst this research agrees with the former position, it disagrees with the later because 
the Nigerian experience has been different. Despite there being distress in the banking 
sector, there are banks like First Bank which has remained unaffected by the systemic 
distress. It is worthwhile to focus on the need to monitor performance. Some studies have 
indicated visible signs of a distressed or failed bank, but remain inconclusive because 
they did not indicate the factors that lead to the signs. It is in pursuance of this that the 
researcher employed the use of balance score cards as an evaluative management tool 
that indicate whether an organisation is doing well or not in relation to management of 
staff and  customer satisfaction.  The research combines both financial and non-financial 
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means in assessing performance. The ultimate loss of customer confidence is usually 
caused by poor service or customer service management. This study intends to address 
the view whether customer perspectives, as a component of the Balanced Scorecard is 
reliable in predicting service performance management in First Bank 
The recent spate of reforms in the Nigerian banking landscape was geared towards the 
salvaging of the economy in response to the global financial crisis. This became 
necessary considering the fact that Nigeria is the most populous nation in sub Saharan 
Africa; the eighth most populous nation in the world and the seventh largest exporter of 
oil.  
The leadership of the apex bank in Nigeria has been implementing regulatory policies 
that will enable the Nigeria banks to play strategic roles in the Nigeria economy. This is 
to ensure that Nigeria remain relevance in the world economy and boost customer 
confidence in the Nigeria banking sector.  
It was still another regulatory tsunami inflicted on an industry that was trying to settle 
down to the dictates of the recently introduced universal banking system. Banks and 
bankers were once again thrown into incalculable confusion in an effort to meet another 
round of strange and hitherto unimaginable regulatory requirements (Donald, 2010). In 
the midst of it, further reforms were injected by the new Governor of Central Bank of 
Nigeria, Mallam Sanusi Lamido. 
Within 18-month period and in order to meet this new capital requirement, there were a 
number of mergers and acquisitions among Nigerian banks. In the end, the 89 banks that 
existed in 2004 decreased to 25 larger, better-capitalized banks. Thirteen banks did not 
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meet the deadline for increasing their capital and their banking licenses were revoked 
(Duncan, 2011). On June 4, 2009, Mallam Lamido Sanusi, former managing director of 
First Bank, took office as Governor of the Central Bank of Nigeria. He set up a special 
Joint Committee of the Central Bank of Nigeria and the Nigerian Deposit Insurance 
Corporation to conduct a special examination of all 25 universal banks in Nigeria. On 
August 14, 2009, the CBN announced the results of the examination of 10 banks and 
determined that five banks were insolvent namely, Oceanic Bank, Union Bank, Afribank, 
Finbank, and Intercontinental Bank. The aggregate percentage of non-performing loans 
of these five banks was 40.81 per cent. In addition, these banks were chronic borrowers at 
the Expanded Discount Window (EDW) of the CBN, indicating that they had little cash 
at hand; to improve the banks’ liquidity, CBN, as the lender of last resort, injected N420 
billion (approximately $2.8 billion) into these banks in the form of a subordinated loan. 
These banks in aggregate represent significant systemic risk as they held approximately 
30 percent of the deposits in the Nigerian Banking System (Duncan 2010). 
Subsequently, the CBN completed its special examination of the remaining 14 universal 
banks in Nigeria to determine their solvency. As a result of this audit, on October 3, 
2009, the CBN dismissed the Chief Executive Officers of three additional insolvent 
banks of Bank PHB, Spring Bank, and Equatorial Trust Bank and injected an additional 
200 billion naira into these banks. A fourth bank, Unity Bank, was determined to be 
insolvent but had sufficient liquidity to meet its current obligations. Similar to the banks 
receiving capital injections after the August 2009 audit, these three banks received funds 
through the Expanded Discount Window of the Central Bank of Nigeria in the following 
amounts: Bank PHB (64 billion naira), Spring (80 billion naira), and Equatorial Trust 
 26 
 
Bank (56 billion naira of which 30 billion naira has been repaid). Senior executives of the 
insolvent banks were charged with financial crimes. In an unprecedented move, Mallam 
Sanusi published a list of the names of debtors of non-performing loans held by Nigerian 
banks (Duncan, 2010). 
Despite the best efforts of the Central Bank of Nigeria (CBN), the financial industry is 
still strained by weak counterparty management policy due largely to the lack of reliable 
data and dearth of powerful financial analysis tools that can enable financial institutions 
evaluate their customers and counter-parties. The result is that as the regulatory authority 
and risk managers of banks sketch out details of how to improve lending, they are still 
tied to the complex series of banking rules that produce a vicious credit cycle (Nwogbo, 
2012). This research is interested on what can be done to mitigate this obnoxious factor 
through the implementation of BSC that will ensure the challenges do not recur. 
It is necessary to look beyond the regulator responsibilities of the Central Bank of Nigeria 
in an attempt to unravel the mysteries surrounding bank failures or distress. For instance, 
it can be argued that there is the need to address it via the CAMEL rating, the risk 
approach of the Basle Accord and enhancing the technological application for our finance 
analysis. For instance, People familiar with banking software and regulation state that 
Nigeria has not yet implemented Global Risk Management Standards, such as Basel II, 
which requires banks to maintain elaborate loss histories. Data availability for deriving 
stress test impacts is limited (Nwogbo, 2012). It is also on this basis, that the Balanced 
Scorecard finds justification as a tool to enhance the service and overall efficiency of the 
banks. 
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Poor service delivery has been the bane of the banking industry long before re-
capitalization. The ‘intangibility’ is the customer’s expectation that the bank meets by 
selling a draft to him, honouring his bill of payment on demand, accepting his cash 
deposit, or effecting a transfer, among others. The conclusion is that even with 
recapitalization and consolidation; most of the twenty five banks have failed in offering 
this essential service (Bello, 2010). According to the American Bankers Association, 
customer service reflects the total approach of a staff to a customer. It is regarded as the 
attitude of professionalism, friendliness and helpfulness that satisfies customers and leads 
to a repeat business or patronage. In banking, all staff should focus on efficient and 
effective customer service delivery which results into customer delight. None of the good 
plans can successful operationally without repeat business from customers (Peter, 2006). 
This research will investigate the neglected customer service implications of each of the 
reforms and make suggestions toward the solution. 
Service delivery has been an important issue amongst banks even before consolidation as 
it is the bedrock of banking. With consolidation, the expectation on the part of the banks 
is higher with benefits from synergies, human and material resources, and information 
technology. However, what customers experience with the banks so far has been 
disappointing. Poor service delivery issues will be some of the banks’ undoing in the next 
few years. The regulatory authorities must beam their searchlights to the area of service 
delivery as much as they pay attention to the figures the banks submit to them. Otherwise 
customers and investors alike will continue to suffer in the hands of some of these banks 
that have relegated service delivery to the background. The banks on their own part must 
realize that efficient service delivery is the gateway (Bello, 2010). Excellent service is 
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required in a bank; every member of staff should be a marketer, strategic manager and a 
practitioner of Total Quality Management (TQM). Empathy is an essential tool for 
excellent customer service. This implies that bankers should put themselves in the 
position of the customer, identifying with their needs and being patient in dealing with 
them while endeavouring to give error-free services. 
After the recapitalisation and consolidation in Nigeria banking system, Nigeria banks 
began to compete for increased profitability, maintenance of positive trend in earnings, 
return on capital employed and maximisation of shareholders wealth. Nigerian banks 
were faced with the competition to make profit, maintain positive trend in earnings, make 
returns on capital employed, meet shareholders’ expectations and maximize shareholders’ 
wealth. If these banks are to survive and be successful providers of financial services, 
they should apply practical approach to customer services. The customer should be seen 
as king whose needs and expectations should form the centre-piece of banks’ activities. 
The excellent provision of these needs will guarantee customer satisfaction, good 
business performance and competitive advantage for the bank concerned. 
Excellent customer services in a bank will put in place, machinery that ensure effective, 
efficient and smooth banking operations while the provision of professional banking 
advice in investment, cash flow planning and decisions are guaranteed. This will also 
cause improved internal controls which will extensively reduce bank forgeries and fraud. 
Total Quality Management (TQM) is the provision of financial services in addition to 
those rules and commandments in customer care which are all necessary for the Nigerian 
bank’s survival after consolidation (Peter, 2006). Hence the 2009 reform has proved this 
approach was either not successful or was not well implemented. The banks also adopted 
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other forms of service improvement techniques which include: six sigma, ISO Quality 
management approach. Some banks adopted training and development approach which 
were found to be unsuccessful. Six sigma and ISO Quality management are process 
focused approaches aimed at achieving business improvement.  Several banks trained 
their personnel by implementing these approaches but they were found o be unsuccessful.   
The Balanced Scorecard approach to strategic management was developed in the early 
1990's by Kaplan (Harvard Business School) and Norton (1992). Recognizing some of 
the weaknesses and vagueness of previous management approaches, the Balanced 
Scorecard approach provides a clear prescription as to what companies should measure in 
order to 'balance' the financial perspective. Hence the Balanced Scorecard system 
recognized the organization need for making profit and meeting all its obligations 
In the case of a bank, the Balanced Scorecard system however seeks to monitor the vision 
of the management, the understanding of this vision by all stakeholders, the 
implementation of the vision, the strategies applied financial and non- financial and 
ultimately the impact and the resultant achievements. The Balanced Scorecard is a 
management system (not only a measurement system) that enables organizations to 
clarify their vision and strategy and translate them into action. It provides feedback 
around both the internal business processes and external outcomes in order to 
continuously improve strategic performance and results. When fully deployed, the 
balanced Scorecard transforms strategic planning from an academic exercise into the 
nerve centre of an enterprise. (Kaplan and Norton 1996:76) describe the innovation of the 
Balanced Scorecard as follows: 
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The Balanced Scorecard retains traditional financial measures. But 
financial measures tell the story of past events, an adequate story for 
industrial age companies for which investments in long-term capabilities 
and customer relationships were not critical for success. These financial 
measures are inadequate, however, for guiding and evaluating the journey 
that information age companies must make to create future value through 
investment in customers, suppliers, employees, processes, technology, and 
innovation. 
The Balanced Scorecard strongly emphasize on the need of adding strategic non-financial 
performance measures to the financial measures to achieve a Balanced in bringing out the 
best. (Kaplan and Norton 1996:76)Balanced Scorecard does not disregard the traditional 
need for financial data. Recent management philosophy has shown an increasing 
realization of the importance of customer focus and customer satisfaction in any business. 
These are leading indicators, if customers are not satisfied, they will eventually find other 
suppliers that will meet their needs. Poor performance from this perspective is thus a 
leading indicator of future decline, even though the current financial picture may look 
good. In developing metrics for satisfaction, customers should be analysed in terms of 
kinds of customers and the kinds of processes for which we are providing a product or 
service to those customer groups (BSI 1998:2). Additionally, the Balanced Scorecard 
seeks to improve the internal business processes. Its metrics will allow the managers to 
know how well their business is running, and whether its products and services conform 
to customer requirements (the mission). 
First Bank Nigeria has for long started the use of financial measurement of organizational 
growth like most bank, this also is effected by the declaration of annual profit report. In 
the course of its Balanced Scorecard strategy /metamorphosis, it tried to implement the 
century 2 project using the Balanced Scorecard approach which called for total 
overhauling of the system. They involved the consultants both locally, international and 
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internal staff, it led to culture change, process change, vision change ,technology change, 
staff change and customer perception change . 
In recent times, the bank had to break away from the mundane and old perceptions, 
modernize the system, change the technology from bank master to finacle which is 
constantly upgraded, changed the accounting system to internationally accepted standard, 
reviewed its market focus from mainly retail to incorporate wholly the public sector, 
institutional banking, corporate, commercial and the high net worth etc., they went ahead 
to provided systems and staff to cater effectively for them. First Bank of Nigeria 
improved their remuneration package in order to accommodate the experienced staff, 
they implored e channel service delivery and also e learning. All this has not only 
improved the bank but has enabled the bank withstand to the shakings in the Nigerian 
banking system. 
Part of the Balanced Scorecard strategy to reposition the bank was its Century 2 
Enterprise Transformation Project, which was led by the current managing Director Bisi 
Onasanya. With a good record of performance and technology-driven operations, First 
Bank of Nigeria PLC. Undisputedly, towers above competitions in Nigeria’s sometimes 
complex and dynamic financial services industry. This enviable position was not 
achieved by short-cuts. It was a result of carefully crafted and vigorously pursued 
transformational initiatives that seek to position the Bank, not just as a national banking 
icon, but also an international player. The transformation agenda made its debut in 1996 
with the theme “Century II” Business Transformation Project. 
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The primary objective was to reposition the brand to enable it align with the constantly 
changing features of the modern day market place. Little wonder that “Onasanya recently 
emerged the winner of the 2011 ‘Africa Investor’s (AI) ‘Socially Responsible Investment 
(SRI) 50 CEO,’ of the year award by beating leading contenders across Africa for the 
United Nation-recognized award. The SRI 50 CEO of the Year award is given to African 
CEOs, stock exchange, listed companies, fund managers, stock brokers and research 
analysts who follow the Africa Investor Index Series and Africa equities” ( Coker, 2012). 
The award was launched in 2006 by African Investor in association with the United 
Nations. On service delivery, the Bank had since adopted key initiatives that would 
transform service delivery in the nation’s leading financial services institution. These, he 
said, included customer experience/issue resolution; centralized processing and branch 
process re-engineering; brand optimization; Manning/frontline transformation; and 
channel optimization and migration. 
Onasanya (2011) went further to say that ‘At First Bank we believe in continuous 
implementation of strategies that will enable us sustain our number one position in the 
industry and we have consistently achieved this over the past 117 years. In fact, after a 
century of landmark operations, the Bank flagged off the ‘Century II’ business 
transformation project in 1996. The goal was to reposition the brand to align with 
constantly changing features of the Marketplace. This project was revalidated in 2001 
with the theme, “Century II – The New Frontier”. The transformation theme again played 
out on Tuesday, April 27, 2004, after we flagged off a fundamental brand transformation 
launch that unveiled a new chapter in our existence. New corporate identity, logo and 
official colours were unveiled to signal a bold plan by the Bank to redefine the service 
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delivery landscape of the financial services sector (Onasanya, 2012). Through the 
transformation project, First Bank has successfully revolutionized its operations, 
strengthened its brand equity, enhanced customer satisfaction, and established itself as a 
dependably dynamic global brand. The result of the robust transformation is evident in 
the Bank’s standing as a symbol of trust, stability and superior performance in the 
financial services sector. In his view “today we have an amalgam of attributes that 
traverse agility, dynamism, cutting edge technology-driven processes, and constantly 
evolving mind-set that puts us firmly above other players in the sector across all 
parameters. There are refreshing and innovative changes in the Bank right from the 
profile of our people to the efficiency of our processes. First Bank is redefining service 
excellence in the sector and that’s why we are truly the first and will most certainly 
remain truly the first” (Onasanya, 2012). 
2.3  Balanced Score Card: Characteristics, History, Designs and Criticisms 
Prior to now, there has been series of strategies, methods, plans introduced and geared 
toward improving the efficiency of organizations both private and public. Although more 
than a century old, quality management has enjoyed a revival in the past twenty-five 
years, thanks to the success of many Japanese companies. Today, the quality movement 
encompasses such programs as Total Quality Management (TQM), the Baldrige National 
Quality Program, the European Foundation for Quality Management (EFQM), and most 
recently six sigma. Reengineering, championed by Michael Hammer and James Champy 
in the 1990s, is a powerful approach to discontinuous process improvement. Activity - 
based management stimulates process improvement and management insight, starting 
from the organization’s cost model. Customer management – embodied in customer 
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value management, customer relationship management, and customer life-cycle 
management – focuses the attention of managers and employees on operational 
improvements to yield better performance. 
These various approaches to process improvement have helped many organizations 
achieve dramatic gains in the quality, cost and cycle times of their manufacturing and 
service-delivery processes. Inevitably, many of the same organizations that adopt the 
BSC to implement their strategies need to integrate one or more of these management 
disciplines. But some organizations are confused about the relative roles of these 
programs and do not understanding how to integrate them, especially if one is already in 
place. The BSC can be effectively combined with one or more of these approaches to 
achieve advantages beyond what any one of them could deliver on its own. It imbues 
each with organization - wide legitimacy, giving it a strategic context and anchoring the 
program to the overall management system in a holistic way. 
The scorecard’s cause-and-effect links help highlight those process improvements and 
initiatives that each program identifies as having the greatest impact on the organization’s 
strategic success. As one quality expert remarked at one of our conferences, “six sigma 
teaches people how to fish; the Balanced Scorecard teaches them where to fish”. (Kaplan 
& Norton, 2006:281). 
BSC has sealed to offer enduring solutions by offering strategies use of difference 
parameters referred to as perspective to produce strategies success. 
It is important to put ideas into actions. Heller agreed to the following steps: 
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Study what other managers do and adapt or adopt whatever works. Tear 
down cultures of bureaucracy, interference, and lack of autonomy. Dedicate 
“champions” to leading the drive for innovation in products and processes. 
Break the business down into small units with “turned-on people” Ensure 
staff collaborates to achieve continuous improvement in performance. Put 
customer satisfaction ahead of numerical targets and financial goals. Avoid 
rigid management that rules out experiment and trial and error.(Heller, R 
2001 P.345) 
 
2.4  Theoretical Framework 
A theory is a hypothesis assured for the sake of argument or investigation or it is a set 
interrelated constructs and concepts. It is the prepositions that pre-set a systematic view 
of phenomena by specifying relations among variables, with the purpose of explaining 
and predicting phenomena (Kelinger, 1983). 
2.4.1 System Theory  
The System Theory is applied on the Push and Pulls Strategy while the Management by 
Objective (MBO) is applied on the Customer Service and Loyalty Approach (Drucker, 
1999). The theory of management by objective is applied by setting goals through tactical 
and strategic planning. The objectives of most banks are to render quality service to the 
customer and also make returns. Customer service and satisfaction is about retaining 
customers. Loyalty remains the key element. It is by nature an intensely practical 
approach. Without a firm grasp on the basic principles of customer service, a firm cannot 
survive. Few people want to do business with a firm that cares little about customers, 
their comfort and concerns. Also the Social Cognitive Learning Theory by Bandura is 
applied. This takes into consideration the success rate of other organizations that have 
applied BSC /other strategies and the results achieved. It seeks to learn from others while 
applying healthy competition. 
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The research is based on the System Theory work of Margaret Mead which suggests that 
everything interrelates. The effect is that what is injected in a system affect the other 
components within it and finally will determine the outcome. Hence in structures that 
request for a success the factors that constitute the organization accomplishment should 
be factored in at each stage of the services. The various components in BSC are geared 
toward the vision of the organization. For that of First Bank, the components of BSC in 
conjunction, determines the result of customer satisfaction, employee satisfaction, the 
shareholders financial expectation, the auditors, regulators, international expectations and 
that of the general public. Hence the need to plan properly, implement and monitor both 
internal and external; short term and long term performance, all cannot be over-
emphasized. 
The origin of Push Strategy focuses on what the organization offers to their customer in 
terms of services, processes and products while the pull strategy focuses on the 
requirement /expectations of the customers. This further leads to determining the needs of 
the potential customer and pushing the solutions out to those customers. This act of 
unilaterally determining the customer’s needs and pushing the solutions today is the 
cardinal point of the Push Theory. According to Fredrick (1999) “many companies are 
moving away from the push approach to a pull approach. That is, they are providing the 
information and solutions in a generally accessible format and allowing the customer to 
determine what best suits their needs”. One of the base assumptions about pushing 
solutions (products, information, and process.) to customers is that the business or 
organization can anticipate the needs of the customer in advance of the need and prepare 
the solution ahead of time. Organizations that emphasize the Push Theories often do so to 
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increase efficiency. They believe that if, for instance, they create the penultimate user 
manual that they will cover all of the questions the customer might have and thereby limit 
the amount of contact the customer needs to make to the organization. As well, by using a 
push model the organization can limit those areas for which service is provided which 
again might provide efficiency in the training of support personnel. This model has 
become more difficult to implement as organizations are finding they may be sacrificing 
effectiveness for the efficiency (Fredrick, 1999) 
Pulling solutions has always been a part of most organizations. A customer would visit 
the organization and ask questions and someone would answer them. In the case of ‘pull,’ 
the customer initiates the request for a solution rather than merely choosing a solution 
from the solutions offered by the organization. This is being used more often as 
consumers have begun to distrust the solutions provided directly by organizations and 
wish to do the research themselves. This model requires the business or organization to 
provide as much materials as possible in as many formats as possible and hope that the 
customer discovers the solution. This is not an efficient model from the customer's or the 
organizations point of view but it is effective in many cases (Fredrick, 1999). One of the 
best mediums that has provided a platform for businesses and organizations to move from 
a push model to a pull model for customer service is the internet. According to Fredrick 
(1999) “Customers can now research and find solutions without waiting for the business 
or organization to provide the solution”. Consequently, customers seem to prefer the 
effectiveness of doing their own research as opposed to the efficiency of relying on the 
businesses or organizations for the solution. 
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This research adopts a combination of both strategies in the Balanced Scorecard in its 
quest to provide a better matrix for satisfying the need of the customers the push 
strategies include that from the regulators and the bank whereby the pull strategy 
emanates from the customer. First Bank of Nigeria and indeed most Nigerian banks are 
juxtaposed between push and pull in the development and deployment of their products. 
This research will seek to explain how customer confidence is built through providing 
services that meet their needs and how this will ensure loyalty and hence bank 
sustainability. In doing this, it will show why First Bank products has withstood the test 
of time and how much satisfaction customers derive from it. The Balanced Scorecard is a 
tool designed to capture the performance of the bank regarding various metrics for 
efficient customer service. If this tool is efficient, it will lead to increased customer 
satisfaction and retention and boost the confidence of customer. When this happens a 
bank enjoys customer loyalty and hence remains sustainable. This research will seek to 
investigate how much customer input goes into the development of the products and if 
the balanced Scorecard is good enough to ensure customer satisfaction, loyalty and the 
bank sustainability. In this case it is very important to note that the customer of the bank 
includes the users of the services, the regulators the internal customers and the general 
public, 
First Bank took into consideration the public, regulators, service users, vendors and the 
general public in offering their services. It is the objective of the bank to respect the 
public and for the organization to maintain a good image; hence the need for good 
corporate governance. The regulators design to maintain clean books are taken into 
consideration, the employee idea of a good place to work is highly reflected and the 
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service user knowledge that customer is king is paramount. This is reflected in the bank’s 
vision, mission, targets, and strategic goals which serve as the yardstick of balance 
scorecard. The objective of the organisation should be geared towards ensuring better 
customer service. Customer satisfaction should be holistic in nature by involving all the 
departments.  
2.4.2 The Customer Loyalty Approach 
The customer loyalty approach is also very useful to the research because maintaining 
customer loyalty is a key goal for any business. Loyal customers mean a reliable revenue 
stream and a sustained profit. Not surprisingly then, the subject of how an organization 
maintains customer loyalty has been one that many researchers have looked into. If one is 
a business owner or manager, the variety of levels of customer loyalty should be known 
as the building of a base of loyal customers is key to the growth of a company (Casey, 
1999).  
Accordingly, the Customer Loyalty Theory has three steps: 
First is the Customer Satisfaction Level. The first step towards building a base of loyal 
customers is to improve the satisfaction that customers have with your products and 
services. Experts generally recommend performing a standardized survey of your 
customers using questionnaires. The process of improving customer satisfaction is 
continuous. Asking customers what they would like to see improved, making 
improvements and then asking again is all part of the process. In the end, satisfied 
customers are loyal customers (Casey, 1999). 
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The process of Expectation Confirmation is another key to customer loyalty. Customers 
who are loyal to a company develop a certain idea of quality and service that they expect 
to be confirmed. As long as their expectations continue to be confirmed, they are loyal. 
Companies lose long-term customers when they cease to meet the expectations that they 
have built up over time. As a result, reliability and consistency are necessary to maintain 
loyalty (Casey, 1999). 
The last step is the issue of Trust. Trust is a consideration similar to expectation 
confirmation, but with more of an ethical dimension. Customers will be more loyal to 
companies that they feel match their own ethical concerns. This involves not only how 
the company deals with their customers, but their employees as well. By feeling that they 
can trust a company, in the sense that it has reliable ethical values, customers will have an 
additional reason to build a long-term relationship (Casey, 1999). 
It must be noted that from the company or business perspective, a key challenge in 
maintaining loyal customers is how a business balances this concern with the need for 
growth. There will always be some trade-off between the strategies that are necessary to 
grow a business and build its customer base and those that focus solely on retaining older 
customers. It can be hard to maintain consistency when a business has grown to a 
significant degree. Negotiating this balancing act is a key management skill (Casey, 
1999). Generally, the research seeks to identify, using the Balanced Scorecard, those 
service elements that bring customer satisfaction; meets their expectations and build their 
trust in the bank. It will examine the factors that have made First Bank a toast of the 
banking industry, having the highest customer base and enjoying maximum loyalty. It 
will also seek to find out how First Bank has balanced this with consistent growth. 
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2.4.3 Social Cognitive Learning Theory 
Bandura’s (2001) Social Cognitive Theory is one of the most influential theories of 
learning and development. This theory emphasizes the role of observational learning and 
social experience in the development of personality. The main concept in social cognitive 
theory is that an individual’s actions and reaction in almost every situation is influenced 
by the actions that an individual has observed in others. People observe others acting 
within an environment, whether natural or social. These observations are remembered by 
an individual and help shape social behaviour and cognitive processes. 
The social aspect of the theory is more about reinforcement. Their position is that most 
of our behaviour in social situations is acquired through reinforcement. The importance 
of reinforcement is emphasized in situations where a person observes the actions of 
another person (model) who is reinforced or punished for the actions. Bandura’s models 
are grouped into two, namely real life models; (i) parents, teachers, friends, heroes in 
films, sport, stars successful persons (ii) symbolic models, verbal material, pictorial 
representation in film and TV. Bandura adds that both types of model are equally 
effective in learning. He then highlights three significant effects of exposure to models as 
follows: 
i. The observer may acquire new patterns of behaviour as he watches others. 
ii. Observation of models may strengthen or weaken existing behaviour 
iii. Observation of behaviour may cause reappearance of forgotten behaviour. 
Self-reinforcement operates in observational learning. Individuals adopt standards of self- 
reinforcement which match the standards of the models they have been exposed to 
Bandura states four mechanisms of observational learning: 
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i. Attentional Processes: Attention to the model is the first process in observation 
learning. The subject must attend to the model in order to learn from the model. 
Attention is influenced by a number of variables, including the past functional 
value of attention to the model. 
ii. Retention Process: In order to integrate the behaviour of the model, the subject 
must retain the learning. This stage is associated with perception, encoding, inert 
term storage. 
iii. Motoric Reproduction of skills: Considerable motor practice with feedback, 
such as covert cognitive rehearsed or imaginative practice, can produce 
significant improvement in actual performance. 
The role of reinforcement: The anticipation of reinforcement is a motivational factor 
determining the expressions of cognition and behaviour. 
Hence the causes of other organization failures and successes are being monitored by 
FBN. The implementation of BSC by other organizations and the need for healthy 
competition is also applied in the research. 
2.5 Summary of the Review of Related Literature and Theoretical Framework 
The review revealed various works and opinions on bank failures, the causes and the 
remedies applied. It also revealed sources of the data relevant to the research. 
It focused on the historical perspectives, going through the chronological stages passed in 
the life of banking as related to Nigeria. 
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The review, noting the gaps, revealed the impact of certain strategies applied to remedy 
issues affecting the institution. The impact of the strategies on the sector was brought out 
especially as it relates to First Bank. 
It also offered the global management tools applied in such cases and offered the 
Balanced Scorecard as a performance monitoring system for driving excellent service 
delivery. 
Finally, the main purpose of a theory is to set out or specify the relationship in a set of 
variables. It explains phenomena in such a way that the researcher can be guided on how 
to predict the outcome of the study through the observed phenomena (Oladapo, 2014). 
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CHAPTER THREE 
 
BALANCED SCORECARD A PERFORMANCE MONITORING SYSTEM FOR 
ORGANISATIONS 
 
3.1  Introduction 
Balanced Scorecard has been applied by most of the organisations that seeks to enhance 
their performance. This chapter seeks to understand in detail the components of this 
performance system and the means of optimizing the usage. The research is studied based 
on the sub-headings listed hereunder: 
 The Four Perspectives of Balanced Scorecard 
 Studies on Balanced Scorecard 
 Strategies Behind Balanced Scorecard 
 Constructing an Organizations Balanced Scorecard 
 Performance Measures in Banking Institutions 
 
3.2  The Four Perspectives of Balanced Scorecard 
Kaplan and Norton (1992) aggregate four major perspectives that both public and private 
organizations should take into consideration for monitoring and for strategically 
alignment to the organizations goals and visions. It is a multi-dimensional measurement 
system that translates an organization’s mission and strategy into a comprehensive set of 
four areas to measure performance. Roodhooft (2012) recognizing some of the 
weaknesses and vagueness of previous management approaches provides a clear 
prescription as to what companies should measure in order to 'balance' the financial 
perspective. It is a management system (not only a measurement system) that enables 
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organizations to clarify their vision and strategy and translate them into action. It 
provides feedback around both the internal business processes and external outcomes in 
order to continuously improve strategic performance and results. When fully deployed, 
the Balanced Scorecard transforms strategic planning from an academic exercise into the 
nerve center of an enterprise. (BS1 WA http://www.balancedscorecardwa.org/ 
rsc/resources.asp) 
Perspective Generic Measures 
Financial: Return on investment and economic value-added 
Customer: Satisfaction, retention, market, and account share 
Internal: Quality, response time, cost, and new product introductions 
Learning and Growth: Employee satisfaction and information system availability (Kaplan 
and Norton, 1996:44). However, the generic measures are carefully linked to goal, 
objection and vision of the institution. 
Top management must continually evaluate organizational environment and make 
improvements and adjustments in it to optimize the service performance of all employees 
(Tschol, 2007:63) 
The Balanced Scorecard measures organizational performance across four balanced 
perspectives: financial, customers, internal business processes, as well as learning and 
growth. The BSC enables companies to track financial results while simultaneously 
monitors progress in building the capabilities and acquiring the intangible assets they 
need for future growth. (Kaplan & Norton, 1996:2). BSC institutions are set up at various 
parts of the globe to assist companies and sectors that request for it. 
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However it provides managers with the instrumentation they need to navigate to future 
competitive success. Today, organizations and structures are competing in complex 
environments so that an accurate understanding of their goals and the methods for 
attaining those goals is vital. It translates an organization’s mission and strategy into a 
comprehensive set of performance measures that provides the framework for a strategic 
measurement and management system. 
 
Figure 1: Organization’s Mission and Strategy  
3.2.1 Financial objectives 
Most organization are set up with the money and only objective is to achieve huge profit 
and at such, this form mainly for their area of focus. Kaplan and Norton (1996:4) noted 
that though the financial perspective is important for most business organisations, this 
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may vary for some organisations especially non-profit organisations. Some public sector 
and government organisations focused more on other perspective .This management 
system ceases to put all attention to finance, which is the focus of majority of the 
organizations prior to its formation. It argues that the successful performance of 
organizations do not lie on mainly focusing on the financials hence the inclusions of the 
three other perspectives. This it simply cascades without reducing the importance of the 
financials in the system. 
The four perspectives of the scorecard permit a balance between short and long-term 
objectives, between outcomes desired and the performance drivers of those outcomes, 
and between hard objectives measures and softer, more subjective measures. While the 
multiplicity of measures on a Balanced Scorecard may seem confusing, properly 
constructed scorecards, as we will see, contain a unity of purpose since all the measures 
are directed toward achieving an integrated strategy(Kaplan and Norton 1996:25) All the 
perspectives if well adhered to will increase the financials. Hence the target is to increase 
financials whilst taking along all necessary parameters that will enhance productivity. 
Begin with the “end in mind” is based on the principle that all things are created twice. 
There’s a mental or first creation, and a physical or second creation to all things. Take the 
construction of a home, for example. It is fundamental to create a mental picture the 
structure of a home before the commencement of the construction. This metal picture 
needs to be translated into blueprint which serves as a guide. This is essential in order to 
avoid waste of human, material, financial and time resources.  This principle is applicable 
in the business world. You begin with the end in mind. For another example, look at a 
business. If you want to have a successful enterprise, you clearly define what you’re 
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trying to accomplish. You carefully think through the product or service you want to 
provide in terms of your market target, then you organize all the elements – financial, 
research and development, operations, marketing, personnel, physical facilities, and so on 
– to meet that objective. The extent to which you begin with the end in mind often 
determines whether or not you are able to create a successful enterprise. Most business 
failures begin in the first creation, with problems such as undercapitalization, 
misunderstanding of the market, or lack of a business plan. 
Covey (1989:99) emphasized that the principle of begin with the end in the mind is 
applicable to parenting, travelling, speech delivery, landscaping, clothe designing and 
other facets of life.  
The BSC retains the financial perspective since financial measures are valuable in 
summarizing the readily measurable economic consequences of actions already taken. 
Financial performance measures indicate whether a company’s strategy, implementation, 
and execution are contributing to bottom-line improvement. Financial objectives typically 
relate to profitability, measured, for example, by operating income, return-on-capital-
employed, or more recently, economic value-added. Alternative financial objectives can 
be rapid sales growth or generation of cash flow (Kaplan & Norton 1996:25). However, it 
is important to note that the component of financial parameter to be measured vary in 
different organizations 
3.2.2 The Customer Perspective 
The purpose of business is to create and to keep customers” (Tschol, 2007:81). In recent 
years, management focus has shifted to customers, hence the realization that “Customer 
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is King”. BSC has included this perspective as a focus to also focus on relation to others. 
Basics for customer service include: 
 Customer Care 
 Customer Satisfaction 
 Customer Delight 
 Customer Empathy 
3.2.2.1 The Cost of customers (Statistics) 
 It costs approximately 5 times more to attract a new customer than to keep an existing 
one. 
 Approximately 9/10 calls into an organization are customer complaints. 1/10 is to buy 
something. 
 For every 1 customer complaining, 26 others are not complaining. 
 Out of the 26 customers not complaining, 24 will leave leading to high churn rate. 
According to LeBoeuf, customers may not patronise a firm as result of the following 
reasons: 
 1% Die 
 3% move to another area 
 5% develop other friendships 
 9% leave for competitive reasons 
 14% are dissatisfied with the product and care 
 68% are lost due to an attitude of indifference by a member of management or staff 
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3.2.2.2 What does being there mean? 
Be Supportive, Thoughtful, Accommodating, Respectful, Caring, Obliging, Mindful, 
Mild: 
 Once we know what our customer expectations are, we can meet our customers in 
their model of the world, and give them what they perceive as important. 
 When our customer’s needs are not met, they tend to become unhappy, irate and even 
downright outraged. Communication skills are needed to handle these delicately 
balanced interactions. 
3.2.2.3 Essential Communication Skills 
1. Listening 
2. Questioning 
3. Problem Solving 
Besides the financials, this management system also took into consideration the customer 
standpoint. Hence the geared focus on customer service, customer care, customer 
satisfaction, customer delight or exceptional customer service delivery. The customer 
needs and expectations vary among organisations. Once the needs of the customers in 
both private and public organisation sectors are given serious consideration, this will 
reflect in their efforts towards serving the customers better. This will not only enhance 
customer satisfaction but also boost the firm’s financial growth in terms profitability. 
Achieving this sustains the goals for setting up the sector and likewise improves the 
financials. It aligns finance, internal business process, learning to customers’ needs. 
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This perspective identifies the customer and market segments in which the organization 
chose to compete or participate. These segments represent the sources that will deliver 
the revenue component of the company’s financial objectives or other goals for non-
profitable organizations. The customer perspective enables companies to align their core 
customer outcome measures satisfaction, loyalty, retention, acquisition, and profitability 
to targeted customers and market segments. It also enables them to identify and measure, 
explicitly, the value propositions they will deliver to targeted customers and market 
segments. The value propositions represent the drivers, the lead indicators, for the core 
customer outcome measures. 
In the past, companies could concentrate on their internal capabilities, emphasizing 
product performance and technology innovation. But companies that did not understand 
their customers’ needs eventually found that competitors could make inroads by offering 
products or services better aligned to their customers’ preferences. Thus, companies are 
now shifting their focus externally, to customers. Mission and vision statements routinely 
declare their goal to be “number one in delivering value to our customers,” and to 
become “the number one supplier to our customers.” apart from the general impossibility 
of all companies being the number one supplier to their customers, one cannot quarrel 
with inspirational statements that focus all employees on satisfying customer needs. 
Clearly, if business units are to achieve long-run superior financial performance, they 
must create and deliver products and services that are valued by customers. 
Beyond aspiring to satisfying and delighting customers, business unit managers must in 
the customer perspective of the Balanced Scorecard, translate their mission and strategy 
statements into specific market and customer-based objectives. Companies that try to be 
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everything to everybody usually end up being nothing to anyone. Businesses must 
identify the market segments in their existing and potential customer populations and 
then select the segments in which they choose to compete. Identifying the value 
propositions that will be delivered to targeted segments becomes the key to developing 
objective and measures for the customer perspective. Thus, the customer perspective of 
the scorecard translates an organization’s mission and strategy into specific objectives 
about targeted customers and market segments that can be communicated throughout the 
organization. 
The core measurement group of customer outcomes is generic across all kinds of 
organizations. This includes measures of: 
 Market share 
 Customer retention 
 Customer acquisition 
 Customer satisfaction 
 Customer profitability 
These core measures can be grouped in a causal chain of relationships. These five 
measures may appear to be generic across all types of organizations. For maximum 
impact, however, the measures should be customized to the targeted customer groups 
from whom the business unit expects its greatest growth and profitability to be derived. 
(Kaplan and Norton, 1996:67) 
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3.2.3 Internal Business perspective: 
Reliability implies that employees have the ability to set accurate expectations so that 
actual delivery of service meets or exceeds the customers’ expectations (Tschol, 
2007:63). The internal perspective cannot be under-played. A survey by The Forum 
Corporation of Boston revealed several important implications about long-term 
competitive advantages in continually adjusting company policies and procedures to 
make them more customer oriented. Forum Corporation of Boston is a leader in helping 
organizations create customer focus and has worked with more than 700 companies 
around the world (Tschol, 2007:63). How does our process affect our profitability and 
our customers? Balanced Scorecard included this perspective due to its importance. 
However, it should be noted that it does not work in isolation or does not insinuate that 
getting you internal process right only can produce the desired result. 
Most companies are now attempting to improve quality, reduce cycle times, increase 
yields, maximize throughput, and lower costs for their business processes. Therefore, an 
exclusive focus on improving the cycle time, quality, and cost of existing processes may 
not lead to unique competencies. Unless one can outperform competitors across the 
Board on all business processes, in quality, time, productivity, and cost, such 
improvements will facilitate survival, but will not lead to distinctive and sustainable 
competitive advantages. 
In the Balanced Scorecard, the objectives and measures for the internal-business-process 
perspective are derived from explicit strategies to meet shareholder and targeted customer 
expectations. This sequential, top-down process will usually reveal entirely new business 
processes at which an organization must excel. Each business has a unique set of 
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processes for creating value for customers and producing financial results. A generic 
value-chain model provides a template that companies can customize in preparing their 
internal-business-process perspective. This model (Kaplan & Norton 1996:96) 
encompasses three principal business processes: 
 Innovation 
 Operations 
 Post sale service 
Besides innovation and operation, the post-sale is a plus as the functionality of the goods 
and services sold should be further monitored to achieve optimal benefactors’ 
satisfaction. 
3.2.4  Learning and growth 
It is imperative for organisation to sharpen the skills, knowledge and attitudes of the 
employees through effective learning and development programmes that will enhance 
growth. This should be geared towards boosting the productivity. It takes lesser efforts to 
cut down a tree with a sharpen saw. The renewal of the four dimension of the human 
nature-physical, spiritual, mental and social |emotional is crucial in boosting their 
productivity. (Covey, 1989:287) 
An analogy can be drawn as follows: suppose you were to come upon someone in the 
woods working feverishly to saw down a tree. “What are you doing?” you ask; “Can’t 
you see?” comes the impatient reply. “I’m sawing down this tree.”; “You look 
exhausted!” you exclaim. “How long have you been at it?”; “Over five hours,” he returns, 
“and I’m beat! This is hard work; “Well, why don’t you take a break for a few minutes 
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and sharpen that saw?” you inquire. “I’m sure it would go a lot faster”; and I don’t have 
time to sharpen the saw,” the man says emphatically. “I’m too busy sawing!” 
The research conducted revealed that each employee who was skilful in terms of 
reliability, responsiveness, self-assurance and empathy save the cost of operation as much 
as $3,500 per annum. (Tshol, 2007:32).  
3.2.4.1  Learning and Growth Perspective 
This is the fourth and final perspective developed on the Balanced Scorecard. However it 
has been noted that most organization fail to invest in it either by the need to reduce cost 
or by taking it for granted. The need to develop people in an organization cannot be over 
emphasized as all organizations; sectors are driven and run by people. The objectives 
established in the financial, customer, and internal-business-process perspectives identify 
where the organization must excel to achieve breakthrough performance. The objectives 
in the learning and growth perspective provide the infrastructure to enable ambitious 
objectives in the other three perspectives to be achieved. Objectives in the learning and 
growth perspective are the drivers for achieving excellent outcomes in the first three 
scorecard perspectives. 
Managers in several organizations have noted that when they were evaluated solely on 
short-term financial performance, they often found it difficult to sustain investments to 
enhance the capability of their people, systems, and organizational processes. 
Expenditures on such investments are treated as period expenses by the financial 
accounting model so that cutbacks in these investments are an easy way to produce 
incremental short-term earnings. The adverse long-term consequences of consistent 
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failure to enhance employee, systems, and organizational capabilities will not show up in 
the short-run, and when they do, these managers reason, it may be on somebody else’s 
“watch.” 
The Balanced Scorecard stresses the importance of investing for the future, and not just 
in traditional areas for investment, such as new equipment and new product research and 
development. Equipment and Research and Development investments are certainly 
important but they are unlikely to be sufficient by themselves. Organizations must also 
invest in their infrastructure, people, systems, and procedures if they are to achieve 
ambitious long-term financial growth objectives. 
Kaplan and Norton (1992) noted that the Experience in building Balanced Scorecards 
across a wide variety of service and manufacturing organizations has revealed three 
principal categories for the learning and growth perspective: Employee Capabilities; 
Information Systems Capabilities, Motivation, Empowerment, and Alignment (Kaplan & 
Norton, 1996:127). 
After you have attracted applicants, induced them to apply, hired them, and then “trained 
them in”, you still do not have a stable work force in a day when service industry 
employees probably have more employment options than any other workers in history. 
You must develop and then you must maintain loyalty and commitment. (Tschol, 
2007:149). Forum Corporation of Boston concluded, on the basis of survey results, that it 
is important to convey to employees the skills associated with reliability, responsiveness, 
self-assurance, and empathy (Tschol, 2007:63). 
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The common practice of making service quality the sole obligation of front-line people is 
similar to making the loading dock-worker responsible for product quality. Long-term 
consequences of this practice for both effectiveness and morale are predictably low 
service quality. When customer-oriented values are taught only at the front line, then a 
company runs the considerable risk of creating employee frustration because the rest of 
the organization is not operating with service quality in mind.  
Certainly, the salesman makes the only contact with the customer during the selling 
process. After the sale, however, only then does a customer come in contact with the 
receptionist, secretary, billing clerks and others. The process of providing service quality 
begins far behind the front line of an organization. So, improvement in service should not 
be the sole responsibility of front-line employees. If an organization is going to be 
service-driven, then everybody, whether they work part-time, full-time, or temporary and 
whether they have been on for a week or for five years, must be trained. They must be 
trained with new material every 4-6 months (Tschol J, 2007:329). 
3.2.4.2 The Enterprise Value Proposition 
The four-perspective framework of a business unit’s Balanced Scorecard describes how 
the unit creates shareholder value through enhanced customer relationships driven by 
excellence in internal processes. These processes are continually improved by aligning 
people, systems, and culture. The four perspectives are as follows: 
 Financial: What are our shareholder expectations for financial performance? 
 Customer: To reach our financial objectives, how do we create value for our 
customers? 
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 Internal Process: What process must we excel at to satisfy our customers and 
shareholders? 
 Learning and Growth: How do we align our intangible assets – people, systems, and 
culture - to improve the critical processes? 
Each of these four perspectives is linked in a chain of cause-and-effect relationships. For 
example, a training program to improve employee skills (the learning and growth 
perspective) improves customer service (internal process), which, in turn, leads to greater 
customer satisfaction and loyalty (customer) and, eventually, increased revenues and 
margins (financial). 
When implemented properly, each one of these perspectives contains four subparts 
consisting of: 
 Objectives -What required strategy is to achieve in each perspective 
 Measures-The progress for that particular objective is measured 
 Targets -Refer to the target value the company seeks to obtain. 
 Initiatives -What will be done to facilitate the reaching of the target 
 
3.3 Cause and effect/Implications for Measurement Systems 
BSC- hence do not take each perspective as a standalone, hence it links one to another. 
Performance measurement systems typically are aggregations of stand-alone measures, 
such as return on capital, customer satisfaction, and defect rates. Each measure can have 
an authoritative literature, practices experience, and even consulting firms that focus on 
the properties and measurement of the underlying phenomenon (financial performance, 
meeting customer expectations, and process quality). Conferences are convened on 
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metrics to describe their subtleties and applications. But stand-alone measures are 
ultimately limited in their ability to describe and manage an organization’s value-creating 
processes. Take a human resource measure, such as employee turnover. This measure can 
be refined by measuring turnover in various employees’ categories and degrees of 
criticality category for the organization. 
The cause-and-effect linkages in Balanced Scorecard strategy maps describe the path by 
which improvements in the capabilities of intangible assets get translated into tangible 
customer and financial outcomes. 
Many organizations believe they have a Balanced Scorecard because they use a mixture 
of financial and non-financial measures. Such measurement systems are more “balanced” 
than ones that use financial measures alone. Key Performance Indicator (KPI) scorecards 
are found most frequently, but not exclusively, in manufacturing and health care 
organizations, especially those that have been implementing Total Quality Management 
(TQM).The TQM approach and variant such as the Malcom Baldrige Award criteria, 
generate many measures to monitor their process and progress. When migrating to a 
“Balanced Scorecard,” they build on the base already established by classifying the many 
existing measurements into the four Balanced Scorecard categories. 
KPI scorecards will be most helpful for departments and teams when a strategy program 
already exists at a higher level. In this way, the diverse indicators enable individuals and 
teams to define what must be done well to contribute to higher-level goals. (Kaplan and 
Norton, 2006:103).  
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3.3.1 Creating Strategy Awareness 
Most often today, the difference between a company and its competitors is the ability to 
execute. If your competitors are executing better than you are, they are beating you in the 
here and now, and the financial markets won’t wait to see if your elaborate strategy plays 
out. So leaders who can’t execute don’t get free runs anymore. Execution is the great 
unaddressed issue in the business world today. Its absence is the single biggest obstacle 
to success and the cause of most of the disappointments that are mistakenly attributed to 
other causes. (Bossidy & Charan, 2002:5) 
The BSC does not exonerate any team member as it is noted that all are in it together. 
The steps for awareness include:- 
 Development an understanding of the strategy throughout the organization 
 Develop buy-in to support the organization’s strategy 
 Educate the organization about the Balanced Scorecard measurement and 
management system for implementing the strategy 
 Provide feedback, via the Balanced Scorecard, about the strategy. 
 Create an aligned and integrated organization in which every member has a clear 
understanding of the business’s strategy: to function as one team 
 Drive the Balanced Scorecard down to every individual. 
 
The Balanced Scorecard, in contrast, provides individuals with a broad understanding of 
company and business strategy. It explicates where it fits in their organization’s strategy 
maps and how they can contribute to strategic objectives. Individual objectives 
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established within the framework of the Balanced Scorecard should be cross-functional, 
longer-term and strategic. (Kaplan & Norton, 2001:233) 
3.4  Studies on Balanced Score Card 
Several studies have been done on BSC by individuals, management, institutes and 
companies. The Balanced Scorecard can also be structured for an individual, group, 
CEOs, private and public organisations, and other relevant institutions.  
3.4.1 Executive Scorecards 
Executive scorecards describe the strategic contribution of key executives. They help the 
CEO and the Board to isolate the performance expectations of an individual executive 
from the performance expectations of the entire enterprise. The process of developing an 
executive scorecard starts with the enterprise scorecard. The CEO and the executive team 
come to an agreement about those enterprise objectives that are the primary responsibility 
of each member of the executive team (Kaplan and Norton, 2006:203) 
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3.4.2 Structure and Measure for a Type of CEO Scorecard 
Table 1: The CEO Scorecard 
The CEO Scorecard 
Strategic Objectives Typical Measures 
F
in
a
n
ci
a
l 
 Sustain Growth in 
Shareholder Value 
 Increases in Economic Value Added or Shareholder 
Value 
 Price/Earnings Ratio (vs. Peers) 
 Return on Equity (vs. Peers) 
 Investment Portfolio ROI 
 Invest Strategically  Earnings Growth Rate 
 Revenue from New Sources 
 Manage Productivity  Revenue per Employee 
 Cash Flow 
S
ta
k
eh
o
ld
er
 
 Building Effective 
Board/CEO Relationships 
 Board Assessment of Relationship 
 Maintain Shareholder 
Relations 
 Number of Meetings with Shareholders 
 Shareholder satisfaction Survey 
 Satisfy Regulatory 
Requirements 
 Number of Violations 
 External Stakeholder Survey 
 Grow Customer Value  Market Share (Key Markets) 
 Customer Satisfaction (Key Markets) 
G
o
v
er
n
m
en
t 
P
ro
ce
ss
es
 
 Develop and 
Communicate Strategy 
 % of Workforce That Understands the Strategy 
(Employee Survey) 
 Oversee Financial 
Performance 
 Quality of Earnings Rating 
 % of Investment Projects That Meet Targets 
 Implement Performance 
Management Process 
 % Staff with Objectives Linked to Strategy (BSC) 
 % Staff with Incentive Compensation Linked to 
Strategy (BSC) 
 Implement Risk 
Performance 
Management Process 
 Process Quality (External Audit) 
 Risk Issues Closed (%) 
 Manage Strategy 
Execution 
 Strategic Initiatives (vs. Plan) 
L
ea
rn
in
g
 a
n
d
 
G
ro
w
th
 
 Ensure Technology  R&D Investment/Sales (vs. Peers) 
 Number of Patents, Number of Patent Citations 
 New Product Development Cycle 
 Ensure Human Capital 
Readiness 
 Human Capital Readiness (Strategic Jobs) 
 Key Positions with Leadership Succession Plans (%) 
 Key Enterprise Turnover 
 Develop Corporate 
Culture 
 Employee Satisfaction Survey 
 Code of Conduct – Awareness 
Source: Kaplan, R & Norton, D (2001), The Strategy-Focused Organization, Harvard 
Business School Press, Massachusetts. 
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This is important as you find in some companies; management backing is lacking. Some 
of the top executives delegate all functions to their subordinates, hence without effective 
monitoring. The executive scorecard assists in monitoring the performance of each 
executive. 
3.4.3  Public Sector 
In 1996, the migration of the Balanced Scorecard to the non-profit and government 
sectors was in its embryonic stages. Over the next four years, the concept became widely 
accepted and adopted in such organizations around the world. As we have reviewed the 
scorecards produced by these organizations, we have gained additional insights into the 
effective use of the Balanced Scorecard in non-profit and government agencies. 
Non-profit and government agencies typically have considerable difficulty in defining 
clearly their strategy. Most of the strategy document, once the mission and vision are 
articulated, consists of list of programs and initiatives, not the outcomes the organization 
is trying to achieve. These organizations must understand Michael Porter’s admonition 
that strategy is not only what the organization intends to do, but also what it decides not 
to do - a message that is particularly relevant for non-profit and government departments. 
In fact, non-profit and government agencies should consider placing an overarching 
objective at the top of their scorecard that represents their long-term objective: for 
instance, a reduction in poverty or illiteracy or improvements in the environment. Then 
the objectives within the scorecard can be oriented toward improving such a high-level 
objective. For a private sector company, financial measures provide accountability to the 
owners and the shareholders. For a non-profit or government agency, however, the 
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financial measures are not the relevant indicators of whether the agency is delivering on 
its mission. The agency’s mission should be featured and measured at the highest level of 
its scorecard. Placing an overarching objective on the Balanced Scorecard for a non-
profit or government agency clearly communicates the organization’s long-term mission. 
Even the financial and customer objectives may, however, need to be rethought for 
government organizations. Take the case of regulatory and enforcement agencies that 
monitor and punish violations of environment, safety, and health regulations. As such an 
agency does its job - detecting transgressions and fining or arresting those who violate the 
laws and regulations -can it look to its “immediate customer” for satisfaction and loyalty 
measures? Clearly not; the true “customer” for such organizations are the citizen(s) at 
large, who benefit from effective but not brutal or idiosyncratic enforcement of laws and 
regulations. Figure 2 below shows a modified framework in which a government agency 
has three high-level perspectives: 
 Cost incurred. This perspective emphasizes the importance of operational 
efficiency. The measured cost should include both the expenses of the agency and 
the social cost it imposes on citizen and other organizations through its 
operations. For example, an environmental agency may impose costs on private 
sector organization. These are part of the costs of having the agency carry out its 
activities. The agency should be attempting to minimize the direct and social costs 
required to deliver the benefits in its mission. 
 Value created. This perspective identifies the benefits to citizens that are being 
created by the agency. This perspective will be most problematic and difficult to 
measure. It will usually be hard to quantify, financially, the benefits from 
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improved education, reduced pollution, better health, less congestion, and safer 
neighbourhoods. 
 
 
 
 
 
 
 
 
Fig. 2: Public Sector Organisation Level of Objectives 
Thus a public sector organization may have three high-level objectives: 
 it needs to satisfy if it is to accomplish its mission; 
 create value at minimal cost and; 
 develop on-going support and commitment from its funding authority 
From the above, the agency proceeds to identify its objectives for internal process and 
learning and growth that will enable it to achieve the objectives in the three high-level 
perspectives (Kaplan &Norton 2001:137). 
3.4.4 The City of Charlotte 
The analogy of the City of Charlotte which had clear vision and mission statement of 
creating a high quality service to its citizens  by making the city choice of living, working 
and leisure activities. The city council selected five focus areas which include community 
Value/Benefit 
Of Service, 
Including Positive 
Externalities 
Support of 
Legitimizing Authorities: 
 Legislature  
 Voters/Taxpayers 
Cost of 
Providing Service, 
Including 
Social Cost 
Internal Processes 
Mission 
Learning and Growth 
 66 
 
safety, transportation, preserving and improving older urban neighbourhood, 
restructuring government and economic development through the integration of the 
customers’ views as the top priority on the scorecards. 
In 1990, the City of Charlotte already had a mission and vision statement that 
communicated the city’s desire to provide high-quality services to its citizens that would 
make it a “community of choice for living, working, and leisure activities.” The City 
Council was unsure about how to implement the mission and vision; finding was 
incremental and spread across all operating departments. Pam Syfert and Deputy City 
Manager felt the need to establish a strategy and set priorities for city initiative. Rather 
than continue with business as usual, Syfert wanted the city to focus its limited resources 
on those initiatives that would have the greatest impact on achieving its vision. 
In the early 1990s, senior city staff, the major, and the City Council used their annual 
retreat to choose a few themes that would guide resource allocation and department 
programs for the next decade. The staff presented the major and City Council with fifteen 
possible focus areas. The group debated the themes and eventually selected the 
following: 
 Community safety 
 Transportation 
 City within a city (preserving and improving older urban neighbourhoods) 
 Restructuring government 
 Economic development 
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To implement these five themes effectively, Syfer formed a core project team to translate 
the five themes into strategic objectives for a city Balanced Scorecard. The team decided 
to place the customer (citizen) perspective at the top of its scorecard. It established seven 
customer objectives, two objectives each for community safety and restructuring 
government, and one each for the other three strategy themes. 
As the team worked on the five strategy themes, it realized that many financial, internal, 
and learning and growth objectives were common across several themes. The team 
therefore built its initial scorecard for all five themes. The top line-customer perspective-
captured aspects of the five strategic focus areas, slightly renamed. Its objectives 
represented the key services the city was delivering for its citizens. The financial 
objectives became the enablers for helping the city achieve its customer objectives. It 
measured delivering the city’s services at a good price, securing external partners for 
funding and services, and maintaining its solid tax base and credit ranking to fund high-
priority projects. The internal and learning and growth objectives then supported both the 
financial and the customer objectives. The internal objectives encouraged the city to 
change and improve the way it delivered services, especially by forming partnerships 
within communities, and improving productivity. And the learning and growth objective 
identified whether the city was maintaining technology and its employee training and 
skills so that it could continually improve. The team developed description statement for 
each of the nineteen objectives on the corporate scorecard (Kaplan and Norton, 
2001:140). 
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3.4.5 Best-Practice Case: The City of Brisbane 
The city of Brisbane in Australia has demonstrated the application of balanced score card 
in public sector. The city created a platform for pool of initiatives which are subject to  
rigorous assessment by the crop of cross functional team. The team analysed the projects 
whose cost exceeds what individual department can accommodate. The strategic 
relevance of was also put in to considerations in scoring the projects. The scores were 
used to set priorities. First Bank of Nigeria should welcome pool of initiatives within and 
outside the organisation especially from the customers. These initiatives can be accessed 
through the components of balanced score cards priorities can be set according to the 
relevance of the projects towards the realisation of the strategic objective of the bank. 
The use of BSC is not only applied in private sector but largely used in most public 
sectors like in the City of Brisbane (Australia). 
The City of Brisbane (Australia) has a rigorous approach to its initiative rationalization. 
By pinpointing the projects that align most closely with strategy, Brisbane is able to be 
rigorous about analysing initiatives and understanding their relationships to strategic 
outcomes. 
Each year, during the planning cycle, cross-functional teams (each with a broad set of 
capabilities) assess as many as four hundred initiatives to determine whether they fit the 
city’s strategy. This analysis is applied only to projects whose costs exceed a certain 
threshold beyond what an individual city department could fund from its own budget. 
The teams use an analytic method to score each project according to its strategic 
relevance, and then use these scores to set priorities among the many proposed any 
existing initiatives. (Kaplan and Norton, 2006:279) 
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3.4.6 Best-Practice Case: Fulton Country Schools 
Fulton country school systems based in Atlanta has effectively utilised balanced score 
cards as a tool for annual budgeting, planning and strategy process. Effective 
participation of the school administrator, departmental leaders, principal and the area 
superindents in budget planning and review positioned the school to align its resources 
with its strategic plans. The annual public participation in viewing and contributing to the 
budgetary decisions created platform of transparency and accountability to tax payers. 
This invariably translated to effective implementation of programmes that support 
strategic mission of improving overall academic performance. Although First bank of 
Nigeria cannot reveal its budget to public, balanced score card can be applied to the 
bank’s annual budgeting, planning and strategy process.  It will help the bank to allocate 
its resources to the strategic plans that will give optimum results. It will also help the firm 
to programs to retain or eliminate.  
3.4.7 Federal Government Agencies 
Scorecards are being developed by many U.S. government agencies, including units in 
the Department of Defence. The Balanced Scorecard concept had been endorsed by 
National Partnership for Reinventing Government: 
Why should you as a government leader try to achieve a balanced set of performance 
measures? Because you need to know what your customers’ expectations are and what 
your employees’ needs in order to meet those expectations; because you cannot achieve 
your stated objectives without taking those expectations and needs into account.  
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An early success occurred at the Veterans Benefit Administration (VBA) In the U.S. 
Department of Veterans Affairs. Initially the VBA formed a committee to determine how 
to comply with the Government Performance and Result Act (GPRA).The discussion 
soon evolved to the Balanced Scorecard and how this could help the agency both comply 
with the GPRA and become more effectives. The VBA spent considerable time 
developing a consensus about its objectives, which was a challenge, as historically its 
five sub businesses considered themselves to be quite different from one another. The 
committee learned that its existing measurement system ignored three important 
constituents: veterans (the beneficiaries), employees, and taxpayers. The committee 
developed a simple Balanced Scorecard. Even with only five measures, the scorecard 
provided a more balanced view of the VBA’s mission and strategy. 
 Customer (Veteran) satisfaction 
 Cost (taxpayer) 
 Accuracy 
 Employee development 
Previously, VBA offices had been compared only on the speed of processing. Now the 
scorecard enabled the comparison across the five scorecard measures, including customer 
satisfaction, which had not been measured before. 
The scorecard is the basis for determining whether they meet our short-term and long-
term strategy goals. It will ultimately be linked to their performance appraisal and 
rewards and recognition systems. All organization design choices must be linked if we 
are to have a clear line of sight. The scorecard is the linchpin behind all of those choices. 
 71 
 
In 1996, the Procurement Division in the U.S. Department of Transportation (DOT) was 
one of the first government agencies to adopt the Balanced Scorecard. Lori Byrd, the 
project leader, reported that since then processing times have improved dramatically and 
satisfaction measures have increased across the Board: 
The BSC has been recognized throughout the DOT as an important tool 
for facilitating culture change and promoting innovation within the 
Department. The procurement BSC served as an important pilot program 
that other major program areas have adopted and adapted. The 
procurement BSC has been a catalyst for the department at all levels and 
all programs. 
Many other federal agencies, including the Federal Aviation Agency Logistics Centre and 
the National Reconnaissance Office, have adopted the scorecard to align their 
organization to a strategy and become more accountable for performance. 
Public sector organizations at the city, state, and federal level can also achieve integration 
and synergy across their diverse operating units. Once Charlotte, North Carolina, had 
developed its city-level scorecard, the City Manager asked all operating units, such as 
police, fire, solid waste services, planning, community development, and transportation, 
to develop their own Balanced Scorecard. 
As Deputy City Manager Del Board observed: 
Most cities are really just federations of operating units. The Balanced 
Scorecard became the vehicle to integrate across departments. It enabled 
us to ask, “What are you doing that either contributes to or subtract from 
the ‘strengthen neighbourhoods’ objective? ”The scorecard enabled us to 
shift the city council agenda from departments and tactics to the strategic 
themes. 
The Charlotte Department of Transportation (CDOT) identified objectives in the four 
perspectives of the city’s Balanced Scorecard that were relevant of its operations. In the 
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customer perspective, this naturally included “availability of safe, convenient 
transportation.” The team also felt that “improve service quality” represented an 
important objective for their department. The team then expanded the city’s 
transportation and service quality objectives to a departmental Balanced Scorecard. From 
this template, the team constructed lead and lag measures for the objectives in each 
perspective of the proposed CDOT Balanced Scorecard. With this process, the CDOT 
developed a balanced set of lead and lag performance measure that were linked to higher 
level city objectives and were consistent with the department’s mission and strategy. 
The Police Department also developed its department-level Balanced Scorecard. The 
deputy chief for administrative services commented on the benefits from having a 
departmental Balanced Scorecard: “Before each district had a long list of objectives and 
measures. People were just going through the motions to produce reports. The Balanced 
Scorecard is simpler and more meaningful. Our business plan connects to the scorecard 
measures. And the police officer in the street . . . will know more about the departmental 
objectives. The emphasis on some measures changed dramatically.(Kaplan and Norton, 
2001:180) 
3.4.8  State of Washington: 
The State of Washington is developing Balanced Scorecards for all cabinet agencies, and 
for the state’s most pressing initiative: salmon recovery. (Kaplan & Norton, 2001:186) 
Hence having worked for the various organizations, it is worthwhile to apply this same 
principle to other institutions both public and private. 
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Other PRIVATE Sectors – Mobil Oil Corporation’s North America Marketing and 
Refining Division, CIGNA Corporation’s Property & Casualty Division, Chemical Retail 
Bank, and Brown & Root Energy Services’ Rockwater Division – were underperforming; 
they were losing money and trailing the industry. These organizations had recently 
brought in a new management team to turn performance around. Each new management 
team introduced fundamentally new strategies in an effort to make their organizations 
more customer-driven. The strategies did not simply rely on cost reduction and 
downsizing; rather, they required repositioning the organization in its competitive market 
space. More important, the new strategies required that the entire organization adopt a 
new set of culture values and priorities. We had been asked to introduce the Balanced 
Scorecard into four worst-case. 
3.4.9  Mobils North America Marketing and Refining CIGNA Property & 
Casualty insurance 
This firm is a service oriented American insurance firm which had the worst performance 
record in 1993.  This was due to the fact that the firm lines of business operated on 
a=marginal basis. The new management team positioned the firm in niches where the 
firm can operate as a specialist not as a generalist in order to maximise the benefit in their 
core competencies. The team used balance scorecard as part of the core components of 
their management process which resulted in increased profitability. It is therefore crucial 
for first bank Nigeria PLC to identify their core competencies where the firm can better 
serve the customers which will invariably boost the firm financial and non-financial goals 
attainable. 
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3.4.10 Brown & Root Energy Services’ Rockwater Division 
This firm operated as the undersea construction company and served major oil and gas 
producers. The firm profitability began to decline in 1993. This propelled the new 
president to introduce balanced score card that clarified and gained consensus of 
developing a  new strategy based  on value added relationship rather than serving the 
customers at lower price. It is therefore crucial to note that low pricing strategy may not 
be effective in achieving organisational goals. First Bank of Nigeria as service oriented 
firm need to create a value added services that will be centred on a long term relationship 
with the customer. This will be reflected in the bank’s balanced scorecard that will 
enhance effective communication and long term profitability. 
3.4.11 Chemical (Chase) Retail Bank 
Chemical Retail Bank’s implementation started shortly after the merger of Manufacturers 
Hanover and Chemical Bank in 1992. Hegarty, president of the Retail Bank, deployed the 
scorecard as part of a new strategy. Hegarty noted: The Balanced Scorecard has become 
an integral part of our change management process. The Scorecard has allowed us to look 
beyond financial measures and concentrate on factors that create economic value. The 
companies enjoyed substantial benefits from their new strategies early in their 
implementation activities. 
The Balanced Scorecard made the difference. Each organization executed strategy using 
the same physical and human resources that had previously produced failing 
performance. The strategies were executed with the same products, the same facilities, 
the same employees, and the same customers. The difference was a new senior 
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management team using the Balanced Scorecard to focus all organizational resources on 
a new strategy. 
With the Balanced Scorecard, corporate executive could now measure how their business 
units created value for current and future customers. While retaining an interest in 
financial performance, the Balanced Scorecard clearly revealed the drivers of superior, 
long-term value and competitive performance. (Kaplan and Norton, 2001:23) 
Execution is a systematic process of rigorously discussing how’s and what’s, questioning, 
tenaciously following through, and ensuring accountability. It includes making 
assumptions about the business environment, assessing the organization’s capabilities, 
linking strategy to operations and the people who are going to implement the strategy, 
synchronizing those people and their various disciplines, and linking rewards to 
outcomes. It also includes mechanisms for changing assumptions as the environment 
changes and upgrading the company’s capabilities to meet the challenges of an ambitious 
strategy. (Bossidy & Charan 2002:22) 
3.5  Strategies behind the Balanced Score Card 
The Balanced Scorecard provides executives with a comprehensive framework that 
translates a company’s vision and strategy into a coherent set of performance measures. 
Many companies have adopted mission statements to communicate fundamental values 
and briefs to all employees. The mission statement addresses core beliefs and identifies 
target markets and core products. 
Mission statements should be inspirational. They should supply energy and motivation to 
the organization. But inspirational mission statements and slogans are not sufficient. As 
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Peter Senge observed “many leaders have personal visions that never get translated into 
shared visions that galvanize an organization”. What has been lacking is a discipline for 
translating individual vision into shared vision. (Kaplan &Norton, 1996:24).The question 
is; does our organization have vision and mission? Do they document it, do the team 
know that vision and mission? Do they understand it? Do they agree with them and are 
they working towards the goal. 
The management of most organisations find it difficult to articulate the vision and 
mission statement of their firms while those that cross the hurdle of carving out the vision 
and mission statement find its execution challenging. Hence series of management 
studies on execution and implementation of strategies. Nevertheless the Balanced 
Scorecard endeavours to address this challenge. The Balanced Scorecard, however, is 
more than a new measurement system. Innovative companies use the scorecard as the 
central, organizing framework for their management processes. Companies can develop 
an initial Balanced Scorecard with fairly narrow objectives: to gain clarification, 
consensus, and focus on their strategy, and then to communicate that strategy throughout 
the organization. The real power of the Balanced Scorecard, however, occurs when it is 
transformed from a measurement system to a management system. As more and more 
companies work with the Balanced Scorecard, they see how it can be used to:  
 Clarify and gain consensus about strategy,  
 Communicate strategy throughout the organization,  
 Align departmental and personal goals to the strategy,  
 Link strategic objectives to long-term targets and annual budgets,  
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 Identify and align strategic initiatives,  
 Perform periodic and systematic strategic reviews and  
 Obtain feedback to learn about and improve strategy (Kaplan & Norton, 
1996:193) 
The Balanced Scorecard is one that communicates a strategy through an integrated set of 
financial and non-financial measurements. Why it is important to build a scorecard that 
communicates a business unit’s strategy? The scorecard describes the organization’s 
vision of the future to the entire organization. It creates shared understanding. 
The scorecard creates a holistic model of the strategy that allows all employees to see 
how they contribute to organizational success. Without such linkage, individuals and 
departments can optimize their local performance but not contribute to achieving 
strategic objectives. The scorecard focuses change efforts. If the right objectives and 
measures are identified, successful implementation will likely occur. If not, investments 
and initiatives will be wasted. 
How can you tell when the scorecard is telling the story of the strategy? One test of 
whether a Balanced Scorecard truly communicates both the outcomes and the 
performance drivers of a business unit’s strategy is its sensitivity and transparency. A 
scorecard should not only be derived from the organization’s strategy; it should also be 
transparent back to the strategy. Observers should be able to look at the scorecard and see 
behind it, into the strategy that underlies the scorecard objectives and measures (Kaplan 
&Norton, 1996: 213). 
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A study of 275 portfolio managers reported that the ability to execute strategy was more 
important than the quality of the strategy itself. These managers cited strategy 
implementation as the most important factor shaping management and corporate 
valuations. This finding seems surprising, as for the past two decades management 
theorists, consultants, and the business press have focused on how to devise strategies 
that will generate superior performance. Apparently, strategy formulation has never been 
more important. Yet others concur with the portfolio managers’ opinion that the ability to 
execute strategy can be more important than the strategy itself. In the early 1980s, a 
survey of management consultants reported that fewer than 10 percent of effectively 
formulated strategies were successfully implemented. More recently, a 1999 Fortune 
cover story of prominent CEO failures concluded that the emphasis placed on strategy 
and vision created a mistaken belief that the right strategy was all that was needed to 
succeed. “In the majority of cases, we estimate 70 percent of the real problem isn’t (bad 
strategy but) bad execution,” asserted the authors. Thus, with failure rates reported in the 
70 - 90 percent range, we can appreciate why sophisticated investors have come to realize 
that executive is more important than good vision. 
Why do organizations have difficulty implementing well-formulated strategies?  One 
problem is that strategies, the unique and sustainable ways by which organizations create 
value, are changing but the tools for measuring strategies have not kept pace. (Kaplan and 
Norton, 2001:2) 
3.6  Constructing an Organizations’ Balanced Score Card 
The first Balanced Scorecard can be accomplished by a systematic process that builds 
consensus and clarity about how to translate a unit’s mission and strategy into operational 
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objectives and measures. The project requires an architect who can frame and facilitate 
the process, and collect relevant background information for constructing the scorecard. 
But the scorecard should represent the collective wisdom and energies of the senior 
executives team of the business unit. Unless this team is fully engaged in the process, a 
successful outcome is unlikely. Without the active sponsorship and participation of the 
senior executives, a scorecard project should not be initiated. It will surely fail without 
leadership and commitment at the top (Kaplan &Norton, 1996:294). 
Business leaders are beginning to make the connection between execution and results. 
After Compaq’s Board fired Pfeiffer, Chairman and Founder Ben Rosen, took pains to 
state that the company’s strategy was fine. The change, he said, would be “in 
execution….. our plans are to speed up decision-making and make the company more 
efficient.” 
When Lucent’s Board dismissed CEO Richard McGinn in October 2000, his 
replacement, Henry Schacht, explained: “Our issues are ones of execution and focus.” 
Clients of high-level head-hunters are calling and saying, “Find me a guy who can 
execute”. Writing in IBM’s 2000 Annual Report, Louis V. Gerstner said of Samuel 
Palmisano, the man who would succeed him, “His real expertise is making sure we 
execute well.” Early in 2001, the National Association of Corporate Directors added 
“execution” to the list of items that directors need to focus on in evaluating their own 
performance. Directors, the group says, have to ask themselves how well the company is 
executing and what accounts for any gap between expectations and management’s 
performance (Bossidy & Charan 2002:20). 
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Whereas the Balanced Scorecard requires the participation of the senior executives, it 
calls for commitment of all the staff of the organization. There are two instances where 
an excellent scorecard was built by a very senior staff executive without actively 
engaging the senior management team in the process. In one company, the scorecard was 
developed by the chief financial officer and in the other by the senior vice president of 
business development. In both companies, the executive was a member of the most senior 
executive team, an active, contributing participant in all senior executive strategy-setting 
and management meetings. Because of their high-level involvement with corporate 
strategy, both individuals produced scorecards that accurately captured the strategy, 
customer focus, and critical internal processes of their companies. Their scorecards were 
accepted as accurate representations of the organizations’ critical objectives and 
measures. But in both instances, the scorecard ultimately did not drive change or become 
an integral part of the companies’ management processes (Kaplan &Norton, 1996:294). 
However change is always “relatively constant” and hence the Balanced Scorecard 
setting will always require changes with circumstances prevailing like change in 
customers expectation, technological advancement and so on. But the will to gear the 
Balanced Scorecard to match these changes cannot come from one man or one section of 
the organization; rather it requires the total buy-in of the entire staff of the organization 
and support of the senior executives. Change, however, is constant in the industry, among 
competitors, in the regulatory and macroeconomic environment, and in technology, 
customers, and employees. Strategies and their implementation must therefore 
continually evolve. An aligned organization at one time will soon become unaligned. The 
Second Law of Thermodynamics teaches us that entropy (disorder) continually increases. 
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New energy must be continually pumped into a system if it is to remain aligned and 
coherent. (Kaplan and Norton 2006:245). 
The first step for building a successful Balanced Scorecard is to gain consensus and 
support among senior management on why the scorecard is being developed. Many 
managers find the conceptual appeal of a Balanced Scorecard to be obvious. They see the 
shortcomings of limited financial measurement and need little prompting to develop a 
more balanced approach. The conceptual appeal of the scorecard, however, is not a 
sufficient reason to embark on such a program. When the process is launched, the senior 
executive team should identify and agree on the principal purpose for the project. The 
program objectives will help to; guide the construction of objectives and measures for the 
scorecard; gain commitment among the project participants and clarify the framework for 
implementation and management processes that must follow the construction of the 
initial scorecard. 
The initial impetus for constructing a Balanced Scorecard can arise from the need to: 
clarify and gain consensus about vision and strategy, build management team, active 
focus, leadership development, strategic intervention, communication of the strategy, link 
reward to achieving strategic objectives, set strategic targets, align resources and strategic 
initiatives, sustain investment in intellectual and intangible assets, or provide a 
foundation for strategic learning (Kaplan & Norton, 1996 :299). 
Understanding the strategy, through extensive and innovation communication process, is 
the initial building block for creating strategic awareness. For any Balanced Scorecard 
project, managers should define clearly the measure that will be used to guide and 
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monitor the strategy on the scorecard, and how the measures will be calculated from 
underlying data. Employees must understand the measures clearly for their decisions and 
actions to affect the strategy in the intended way. 
For strategy to become truly meaningful to employees, personal goals and objectives 
must be aligned with the organization objectives. Setting objectives for individuals, of 
course, is not new. Management by Objectives (MBO) has been around for decades. But 
MBO is distinctly different from the strategic alignment achievable with the Balanced 
Scorecard. First, the Objectives in an MBO system are established within the structure of 
the individual’s organization unit, reinforcing narrow, functional thinking. Second, the 
objectives are established relative to departmental goals, which, without a Balanced 
Scorecard Strategy Management System, are short-term, tactical, and financial. In effect, 
MBO reflects the traditional approach to job definition, whereby people are asked to do 
their existing jobs better. 
The Balanced Scorecard, in contrast, provides individuals with a broad understanding of 
company and business strategy. It explicates where they fit in their organization’ strategy 
maps and how they can contribute to strategic objectives. Individuals objectives 
established within the framework of the Balanced Scorecard should be cross-functional, 
longer-term and strategic (Kaplan and Norton 2001:233). 
3.7  Steps for building the Balanced Scorecard 
Most of us have heard some version of the Standard Performance Measurement clichés: 
“what gets measured gets done,” if you don’t measure results, you can’t tell success from 
failure and thus you can’t claim or reward success or avoid unintentionally rewarding 
 83 
 
failure,” “if you can’t recognize success, you can’t learn from it; if you can’t recognize 
failure, you can’t correct it,” “if you can’t measure it, you can neither manage it nor 
improve it,” but what eludes many of us is the easy path to identifying truly strategic 
measurements without falling back on things that are easier to measure such as input, 
project or operational process measurements. 
Strategic performance measures monitor the implementation and effectiveness of an 
organization's strategies, determine the gap between actual and targeted performance and 
determine organization effectiveness and operational efficiency. 
Good Performance Measures:  
 Provide a way to see if our strategy is working,  
 Focus employees' attention on what matters most to success,  
 Allow measurement of accomplishments, not just of the work that is performed,  
 Provide a common language for communication, 
 Are explicitly defined in terms of owner, unit of measure, collection frequency, data 
quality, expected value (targets), and thresholds,  
 Are valid, to ensure measurement of the right things,  
 Are verifiable, to ensure data collection accuracy (BSI WA). 
The players 
Nevertheless, the architecture takes into consideration the personnel to champion the 
objectives. Most organizations carved out units to specifically monitor this objective. 
They are mainly found in units like Business Monitoring or Performance Unit, in FBN 
they are in the Business Processing Unit (BPM). 
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Once agreement on the objectives and future role for the Balanced Scorecard has been 
reached, the organization should select the person who will serve as the architect, or 
project leader, for the scorecard. The architect will own and maintain the framework, 
philosophy, and methodology for designing and developing the scorecard. Or course, any 
good architect requires a client, which in this case is the senior management team. As in 
any building project, the client must be totally engaged in the development process, since 
the client will assume ultimate ownership of the scorecard and will lead the management 
processes associated with using it. 
The architect guides the process, oversees the scheduling of meetings and interviews, 
ensures that adequate documentation, background readings, and market and competitive 
information are available to the project team, and in general, serves to keep the process 
on track and on schedule. 
Each organization is unique and may wish to follow its own path for building a Balanced 
Scorecard. 
Task 1&2. Identify SBU/Corporate Linkages 
It is one organization and hence should have a common goal and objective. The architect 
is required to study the relationship of the SBU to other SBUs and to the divisional and 
corporate organization, conduct interviews with key senior divisional and corporate 
executives. Also to learn about how to set clear financial objectives for in terms of 
growth, profitability, sustainable cash flows and  the need to keep abreast with the 
business environment in terms of safety, employees relations, community relations, 
pricing competitiveness, and innovation, It is also important for senior divisional 
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managers and corporate executive to understand the linkages of their portfolio with other 
SBUs in relation to common customers, core competencies, opportunities for integrated 
approaches to customers and internal supplier and customer relationships.  
This knowledge is vital to guide the development process so that the SBU does not 
develop objectives and measures that optimize the SBU at the expense of other SBUs or 
the entire corporation. The identification of SBU/corporate linkages makes visible both 
constraints and opportunities that might not be apparent if the SBU were considered as a 
completely independent organizational unit. For instance scorecards in establishment like 
First Bank Nigeria have Service Level Agreement (SLA) as a component of the scorecard 
as it monitors service delivery and satisfaction by various SBUs.  
Task 3/4. Conduct First Round of Interviews 
The architect prepares background material on the Balanced Scorecard as well as internal 
documents on the company’s and SBU’s vision, mission and strategy. 
Task 5. Executive Workshop: First Round 
Select and Design Measures 
Task 6. Subgroup Meetings 
The art of Selecting and Designing Measures 
The essential objective in selecting specific measures for a scorecard is to identify the 
measure that best communicates the meaning of a strategy. Since every strategy is 
unique, every scorecard should be unique and contain several unique measures. 
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 But majority borders on Core Financial Measures, Return-on-investment/economic 
value-added, Profitability, Revenue growth/mix, Cost reduction productivity, Core 
Customer Measures, Market share, Customer acquisition, Customer retention, 
Customer profitability, Customer satisfaction, Core Learning and Growth Measures, 
Employee satisfaction, Employee retention and Employee productivity. 
While most scorecards will draw heavily from the core outcome measures, the art of 
defining measures for a scorecard rests with the performance drivers. These are the 
measures that make things happen, that enable the core outcome measures to be achieved. 
Task 7. Executive Workshop: Second round 
Build the Implementation Plan. 
Task 8. Develop the Implementation Plan 
Task 9. Executive Workshop: Third Round 
Task 10. Finalize the Implementation Plan 
It is worthy to note that in each of these steps the stakeholders are also involved. In 
practice, this task-salient point is taken into consideration in most institutions. Besides the 
earlier task highlighted by Kaplan and Norton, the BSI has built the nine steps to success 
as: 
 Step One: Assessment of BSC Development Plan, Strategic Elements and Change 
Management. 
 Step Two: Strategy Customer Value, Strategic Theme, and Strategic Results. 
 Step Three: Objectives Strategy Action Components  
 Step Four: Strategy Map Links, Cause-and-Effects 
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 Step Five: Performance Measures, Baselines targets 
 Step Six: Initiatives Strategic Projects  
 Step Seven: Performance Analysis Software Performance, Reporting Knowledge, 
Sharing  
 Step Eight: Alignment Cascading Unit & Individual Scorecards  
 Step Nine: Evaluation 
 
Figure 3: Strategy Results Revised Strategies 
The Institute’s award-winning framework, Nine Steps to Success is a disciplined, 
practical approach to developing a strategic planning and management system based 
on the Balanced Scorecard. Training is an integral part of the framework, as is 
coaching, change management, and problem solving. Emphasis is placed on “teaching 
clients to fish, not handing them a fish”, so the scorecard system can be sustained. 
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A key benefit of using a disciplined framework is that it gives organizations a way to 
‘connect the dots’ between the various components of strategic planning and 
management, meaning that there will be a visible connection between the projects and 
programs that people are working on, the measurements being used to track success, the 
strategic objectives the organization is trying to accomplish and the mission, vision and 
strategy of the organization 
The development of the scorecard in different organizations does not always follow the task or 
steps but majorly take the important points into consideration. However the development of the 
scorecard is facilitated with automation and usually the results are cascaded in Dashboards. The 
automation of a Balanced Scorecard is addressed in detail in step seven of the nine steps 
to success methodology. In this step, the scorecard implementation process begins by 
applying performance measurement software, such as the Quick Score Performance 
Information System, to get the right performance information to the right people at the 
right time. Automation adds structure and discipline to implementing the Balanced 
Scorecard system, helps transform disparate corporate data into information and 
knowledge, and helps communicate performance information. In short, automation helps 
people make better decisions because it offers quick access to actual performance data. 
There several Balanced Scorecard and/or performance management automation 
development companies. Some of the options are specifically dedicated to performance 
management and/or the Balanced Scorecard. Others include tools which are primarily 
designed for business intelligence, analytics or data warehousing, but have modules 
dedicated to performance management (BSI). In most organizations, some units are set 
up specifically to develop and monitor the performance of different SBUs. 
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3.7.1 Design Failures 
The setting up, if not properly done can effect negative results. Failures come from 
various factors. Some failures occur when companies actually build poor Balanced 
Scorecards. For example, companies may use too few measures (only one or two 
measures per perspective) and fail to obtain a balance between the outcomes they are 
trying to achieve and the performance drivers of those outcomes(Kaplan & Norton 
2001:360). 
3.7.2 Process Failures 
Change is also more likely to happen when the outcome of the change is clearly 
understood, articulated, and shared in both aspirational and behavioural terms. 
Aspirations energize and excite those affected by the proposed initiative’s outcome. Both 
became parts of a successful vision statement (Becker, Huselid & Ulrich 2001:193). 
The most common causes of implementation failures, however, are poor organization 
processes, not poor scorecard design. There are at least seven different type of process 
failure in companies’ scorecard projects: 
 Lack of senior management commitment 
 Too few individuals involved 
 Keeping the scorecard at the top 
 Too long a development process; the Balanced Scorecard as a one-time measurement 
project 
 Treating the Balanced Scorecard as a systems project 
 Hiring inexperienced consultants 
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 Introducing the Balanced Scorecard only for compensation (Kaplan and Norton 
2001:361) 
 
3.7.3 Lack of Senior Management Commitment 
Within each individual lies the need for meaning; the longing to be of value. This craving 
for purpose propels us to make the choices that will bring us the most joy and satisfaction 
from life. But in a busy world, it is so easy to become diverted by lesser choices; choices 
that in the long run are of little value or meaning. And so to gain the peace of mind and 
sense of accomplishment that we desire, we must pause momentarily to develop a clear 
image of the dreams, priorities, and goals that we believe will have the most lasting 
meaning, both for us and for others (Covey, 1987). 
Perhaps the biggest source of failure occurs when the project has been delegated to 
middle-management team. A clear symptom of this occurs when the team refers to the 
project as a metrics or performance measurement project. Often the middle management 
team has been actively engaged in a TQM or continue improvement project, and the 
Balanced Scorecard is viewed as the logical extension of the TQM measurement 
philosophy. The Balanced Scorecard is certainly compatible with TQM and continuous 
improvement initiatives (such as the Baldrige Award in the United States or the EFQM 
framework in Europe).But to position the Balanced Scorecard as a quality improvement 
project is to miss its enormous potential to focus and align the organization on strategy, 
not merely operational improvements. Quality programs help organizations do things 
right. Strategy is about the right things. Middle management teams can help organizations 
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improve existing operations. But to transform and align organizational processes and 
systems to strategy requires leaderships from the top. 
Senior management commitment is required for several reasons. First, senior 
management must articulate the organization’s strategy. Research has revealed that few 
middle managers understand the organization’s strategy. Therefore a middle management 
team is unlikely to capture the organization’s strategy when building a Balanced 
Scorecard. Only the senior executive team has been empowered to make the difficult 
choices and trade-offs required for an effective strategy. Senior management is unlikely 
to delegate to a middle management task force the right to select targeted customer and 
market segments, and to identify the value proposition that will attract, retain and deepen 
relationships with targeted customers. Lacking either knowledge or decision right about 
strategy (usually both), the middle management team cannot formulate a Balanced 
Scorecard linked to the business unit’s strategy. Senior management is also required if 
consensus about the strategy is difficult to achieve, the business unit CEO must serve as 
the tie-breaker if the project reached an impasse because of lack of consensus about the 
strategy choices. 
But even more important than the senior executive team’s knowledge and authority, 
process of building an effective scorecard requires an emotional commitment from them. 
Referring to this as the “bacon and eggs breakfast” requirement, the chicken is involved 
in creating this meal, but the pig makes a real commitment to it. The senior executive 
team needs to have real “skin in the game.” They should be investing hours of their time. 
Some of this time is consumed in one-on-one interviews with the project team. More 
important is the time spent in actual meetings where the senior executives debate and 
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argue among themselves about the objectives and measures on the organizational 
scorecard and the cause-and-effect linkages on the strategy map defining the strategy 
hypotheses. These meetings build an emotional commitment to the strategy, to the 
scorecard as a communications device, and to the management processes that build a 
strategy-focused organization. Such senior management commitment seems both 
necessary and also sufficient for success (Kaplan and Norton 2001:362). 
3.7.4 Keeping the scorecard at the Top 
The opposite error of not involving the senior executive team is to involve only the senior 
executive team. For the scorecard to be effective, it must eventually be shared with 
everyone in the organization. The goal is to have everyone in the organization understand 
the strategy and contribute to implementing it. 
When the scorecard is disseminated throughout the organization, it provided the basis for 
setting local initiatives and promoting knowledge and learning on key organizational 
process. It facilitates the sharing of best practices, either publicized stories in company 
newsletters or, more formally, through knowledge-sharing networks. Companies that do 
not deploy the scorecard throughout their organization lose the potential for employee 
innovation, creativity, and learning. They fail to make strategy everyone’s everyday job 
(Kaplan and Norton 2001:364). 
3.7.5 Treating the Balanced Scorecard as Onetime Event 
Some failures have occurred when a project team allows the “best to be the enemy of the 
good”. The team, believing in the big-bang theory of organizational change, feels it has 
only one chance to launch the scorecard, so it to produce the perfect scorecard. The team 
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believes that it must have valid data for every measure on the scorecard, so it spends 
months refining the measures, improving data collection processes, and establishing base 
lines for the scorecard measures. Eighteen months after the start of the Balanced 
Scorecard project, management has yet to use it in any meeting. When interviewed, 
executives at the company respond, “I think we tried the Balanced Scorecard last year, 
but it didn’t last”. The problem was not that it didn’t last. It had never begun. 
Most successful implementations of the Balanced Scorecard start with missing 
measurement. Sometimes up to one-third of the measures are not available in the first few 
months. Yet management still uses the scorecard as the agenda for its review and 
resource allocation processes, thereby embedding it into the management system. The 
scorecard becomes a living document. Conversations take place around objectives and 
measures, even without specific data on the measures. And the measures themselves 
evolve with use and experience. 
Learning by doing is a powerful paradigm. The scorecard is not a onetime event. It is a 
continuous management process. The objectives, the measures and the data collection 
will be modified over time, based on organization learning. 
3.7.6 Treating the Balanced Scorecard as a System Project 
Some of the most expensive failures have occurred when companies implemented their 
Balanced Scorecard as a systems project rather than as a management project. These 
failures typically occur when an outside consulting organization, particularly one 
specializing in installing large systems, convinces someone in the company to hire the 
consultants to install a Balanced Scorecard management system. The consultants spend 
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the next twelve to eighteen months, and several million dollars, automating all existing 
data-collection systems and providing a standard reporting interface, and perhaps even 
data mining capabilities, so that managers can have an executive information system on 
the desktop. The executive information system enables managers to access any existing 
piece of data or sort through the extensive database in many different ways. Not 
surprisingly, hardly anybody uses the new system. 
Organizations that already had extensive databases and system still lacked up to one-third 
of the measures on their initial Balanced Scorecard. Automating and mining existing data 
would never identify the critical missing measurements. Giving managers access to more 
than 100000, possible pieces of data is not a substitute for having an organized strategy 
map, with cause-and-effect linkages across the twenty to thirty measures that truly 
represent the most important strategic variables. 
Most importantly in consideration of the issues raised in the challenges highlighted 
above, Organizations that delegate the scorecard to an outside systems consulting and 
implementing firm will rarely engage the senior management team in a strategic 
dialogue. It should not be surprising, therefore, that the senior managers don’t use their 
new desktop information system and certainly never manage to company differently just 
because they now have direct access to the minutiae of all the data in their company. 
The Balanced Scorecard must start with a comprehensive strategy review that engages 
the managers within the organization. It cannot be delegated to an Information 
Technology (IT) group or a system implementation firm. The scorecard should start with 
a management process, not a systems process. By imbedding the scorecard into ongoing 
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data collection, information reporting, and learning and review processes, the scorecard 
becomes a living part of the organization. But the systems and technology input comes 
after the initial management process that generates the objectives, measures, target, 
initiatives, and linked scorecards throughout the organization. And more important, the 
front-end management process generates to commitment to manage the organization via 
the scorecard. 
3.7.7 Hiring Inexperienced Consultants 
Hiring consultants who treat the Balanced Scorecard as a system project is related to 
another pitfall: hiring consultants for whom the project represents the first scorecard 
implantation they will have done. Using inexperienced consultants or consultants who 
deliver their favourite methodology under the rubric of the Balanced Scorecard is almost 
surely a recipe for failure. 
Many companies are already enjoying benefits from their Balanced Scorecard 
management systems. Implementation failures do occur, but most are self-inflicted. After 
a change in leadership or change in control, organization may revert back to traditional 
management systems because the new leader has not experienced the benefits from 
operating a strategy-focused organization. Other failures represent breakdowns in 
implementing the concept, such as inadequate sponsorship and commitment from the 
senior management team, designing scorecards not linked to a strategy, using 
inexperienced consultants, and deploying inadequate resources. 
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3.8  Summary of Balanced Scorecard: A Performance Monitoring System for 
Organisations 
The comprehensive performance of the Balance Scorecard was examined. This cuts 
across the BSC components and the relationship and links of the components. The 
construction of BSC showed the best steps to set up the model. BSC implementation on 
different sectors was revealed. The challenges on both construction and implementation 
on some of the companies, sectors, institution that have implemented BSC were cited. 
The failures on the setting and implementation were highlighted. The solutions for poor 
construction and executions were revealed. 
The idea is to know the sequence of BSC implementation and to optimize its usage. This 
is germane as the solution will be on effective setting implementation and usage. 
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CHAPTER FOUR 
 
BANKING IN NIGERIA, FIRST BANK AND THE USE OF SCORECARD 
 
4.1 Introduction 
This chapter provides comprehensive information on banking models in Nigeria. It 
explains the economic roles of banks in terms of their regulatory functions, financial 
sector surveillance, foreign exchange management, efficient payment system. It also 
provides information on how banks make their profits. The chapter discusses ethics and 
professionalism, rights and duties of a banker, the history of First Bank and information 
on Central Bank of Nigeria and the usage of Balanced Scorecard in First Bank. 
4.2 Banking Model in Nigeria 
The CBN recently announced three classes of banking: 
 Commercial Banks 
 Merchant /investment banks 
 Specialized and Development Banks 
o Primary Mortgage 
o Islamic Banking or Non –interest banking 
The CBN further categorized banks geographically: 
 International 
 National 
 Regional 
 Community 
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4.3 Roles of Banks 
The roles of banking have evolved over time, though often structured by the various 
regulators. In Nigeria various regulators are linked to the bank, with CBN as the major 
regulator. 
4.3.1  Regulatory Institutions 
The Nigerian financial system comprises of bank and non-bank financial institutions, 
regulation and supervision of banks remain an integral part of the mechanism for 
ensuring safe and sound banking practice. 
Some Regulators in Nigeria include: 
 The Central Bank of Nigeria (CBN) 
 Nigerian Deposit Insurance Corporation (NDIC) 
 The Federal Ministry of Finance (FMF) 
 Economic & Financial Crimes Commission (EFCC) 
 Nigerian Financial Intelligence Unit (NFIU) 
 Securities & Exchange Commission (SEC) 
 Financial Services Co-ordination Committee (FSCC) 
4.4  The Central Bank of Nigeria (CBN) 
The CBN is the apex regulatory authority of the financial system. It was established by 
the Central Bank of Nigeria Act of 1958 and commenced operations on 1st July 1959. 
Among its primary functions, the Bank promotes monetary stability and a sound financial 
system and acts as banker and financial adviser to the Federal Government Banker of last 
resort to the banks encourages the growth & development of financial institutions. 
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4.4.1  Financial Sector Surveillance 
CBN carries out a comprehensive surveillance of the financial system. It also develops a 
regulatory and supervisory framework for on-site and off-site supervision of the other 
financial institutions. 
4.4.2  Foreign Exchange Management 
The Central Bank participates actively in buying and selling of forex. It has been very 
proactive in the interbank foreign exchange market. 
4.4.3 Efficient Payments System 
An efficient payment system underlies the optimal utilization of resources, enhances 
implementation of monetary policies and maintains monetary stability. 
4.5 Banking Laws, Regulation & Compliance 
 Nigerian Banking Laws 
 Banks and Other Financial Institutions Decree (BOFIA)-2004: 
 Anti-Money Laundering Combating Financing of Terrorism 
 (AML/CFT) Regulation-2009 
 Managing Directors/Chief Executive Officers of Banks Limit of 
 Tenure Regulation-2010 
 Bills of Exchange Act-1999/2004 
 Dishonoured Cheques (Offences) Act-2007 
 Economic & Financial Crimes Commission (Establishment) Act 2004 
4.6  How Banks Make Money 
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4.6.1  Interest Margin 
 Loan interest rate – cost of funds = net income(bank) 
 A Bank's main source of income is interest earned on loans. A bank pays out at a 
lower interest rate on deposits and receives a higher interest rate on loans. 
4.6.2  Fees, Charges & Commission 
Banks also generate income from service fees for banking products, transactional fees, or 
other non-traditional services such as Trust and Wealth Management consulting, cash 
management services, financial advisory charges, guarantees, bonds etc. 
4.7 Banker/Customer Relationship 
4.7.1  Overview 
Banker/Customer relationship does not fit uniquely into any legally established pattern of 
relationship. 
Banker/Customer relationship is contractual in nature and categorized into the following 
based on particular requirements: 
4.7.2 General Relationship 
This refers to the fundamental relationship between the banker and the customer in which 
the banker is a debtor to the customer when receiving the customer’s deposit with the role 
reversed when the customer borrows from the bank. 
However, unlike ordinary debtors-creditor relationship, the banker’s obligation is only to 
pay when the customer demands or directs him to pay some other person, or apply 
whatever may be due to him or part  thereof in some other manner. 
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4.7.3  Special Relationship (Agency) 
The most common type of agency function that banks perform is the collection of 
cheques for and on behalf of its customers. The banker must not delay the collection 
unduly to the detriment of the principal. Another example of agency is where a bank is 
asked by a customer to buy shares on his behalf. Remittances should be done promptly to 
avoid liability on the Bank. 
4.8  Ethics & Professionalism 
Ethics is a set of principles of right conduct. It is a theory or a system of moral values. 
Considering the enormous trust and confidence which the society entrust to the banks, 
officials have a responsibility to strive for higher ethical standard than the rest of the 
society because of their role. This behoves banks to ensure that their staff are adequately 
remunerated both in operational procedures and ethical standards. 
4.9 Rights & Duties of a Banker 
4.9.1  Duties 
 To accept the deposit of money in an ordinary course of business during the working 
hours 
 To maintain the secrecy of account 
 To pay the cheque issued by the customer if in order 
 To give reasonable time notice if the bank itself wants to close an account 
 To set off an account 
 To place a lien on an account 
 To recover the service charges from customer as per prevalent country laws 
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 Right of protection against fraud due to the negligence of a customer 
 Right of Appropriation 
4.9.2  Banker’s Confidentiality 
Banker’s confidentiality is a cardinal principle under banking law. It is an implied term of 
the contract between customers and their banks. Confidentiality is not just limited to 
account transactions, it extends to all the information that the bank has about the 
customer. Though banks are obliged to maintain secrecy of their client accounts; there are 
times when information may be revealed. The bank is statutorily required to do so with 
the express or implied permission of the customer. In common courtesy, whenever other 
banks ask for details they have to provide. In this case no specific information such as 
balance should be disclosed. The bank can disclose information if such disclosure is 
under the intention of protecting the public and national interest. 
4.10  FBN Business of Banking 
First Bank has solidified itself as a brand of fortitude, strength and innovation in the 
Nigerian financial sector since its inception in 1894.  
4.10.1 Pillars 
In the ever evolving Nigerian financial sector, our brand essence of being “Dependably 
Dynamic” stands firmly on our four pillars of success: Leadership, Safety & Security, 
Enterprise and Service Excellence 
4.10.2 Ratings 
First Bank was rated a Superbrand in 2007, from a pool of 2000 highly graded brands in 
Nigeria, by the Superbrand Nigeria Council and the 2012 Brand Finance Banking League 
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tables rated the bank in the top 500 most valuable banking brands worldwide and the 
most valuable Nigerian banking brand in 2011. 
These ratings show that as the Bank revolutionizes its operations and dynamics with new 
products and services, at the heart of the organisation is the understanding that customer 
service delivery and trust are the ultimate way to stay ‘truly the first...’ 
First Bank engages in the business of commercial banking. The bank has been in 
operation since its incorporation in 1894 As part of it efforts to achieve global presence, 
the bank established the offshore financial subsidiary in UK in 2002. The bank acquired 
two banks MBC International Bank and FBN Merchant bank Limited in 2005 during the 
bank consolidation period.  This indicate that the bank is a growing financial institution 
which is one of the key component of  a  balanced score card.  
First Bank has been through many seasons since 1894 
From being the only bank in Nigeria for decades, it weathered the "banking explosion" of 
the 1930s to 1950s, followed by an era of government ownership and control; to a flurry 
of consolidations and then gradual growth in number of banks up to the early 1980s. 
The bank’s survival portrays its leadership position which will create a good image, and 
reliability of the bank in the mind of the customers.  
The First Bank talent management strategy is aimed at supporting employee engagement, 
employee motivation and increased productivity, and leadership development across all 
levels of employees within the organisation. 
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 Planning: In an effort to identify and acquire the right talents, First Bank invests in 
building a corporate structure that designs the right jobs and matches them with the 
right people. 
 Engagement & Deployment: To make sure hires seamlessly transition into the First 
Bank team, FBN offer several initiatives to understand the new employee and connect 
them with the bank’s strategic goals. Through on-boarding program and career 
discussions, time is taken to understand employee’s long-term goal which is the basis 
for a mutually beneficial relationship for the new employee and the bank itself. 
 Rotation & Cross Posting: As one of FBN greatest assets, First Bank strives to 
maintain a pool of multi-skilled and well-rounded employees. Initiatives like job 
shadowing, coaching, counselling, mentoring, succession planning and career maps 
are keys to having a challenging and fulfilling career within the bank as well as 
developing and retaining talents at all levels of the organization’s operations. 
 Diversity & Inclusion: First Bank is an equal opportunity employer. First Bank 
ensures that all staff are provided equal opportunities to participate in the Bank’s 
business, irrespective of gender, culture, age, nationality, disability or social 
background. 
 
 
FBN takes affirmative action to: 
 Provide equal opportunity in all terms, conditions, or privileges of employment, 
including but not limited to, recruitment, certification, selection, job assignments, 
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working conditions, fringe benefits, compensation, training, transfer, layoffs, and 
recall from layoffs, disciplinary actions, terminations or promotions. 
 Discourage harassment of whatever nature in employment or service delivery on the 
basis of race, sex, national origin, age, handicap, or any other protected status is an 
unlawful employment practice and is prohibited in the Bank. 
 Promote fair and equitable treatment to all employees, and shall comply with 
appropriate federal and state legislation by recruiting, hiring, training and promoting 
persons in all job classifications without regard to race, colour, sex, age, national 
origin, religion, handicap/disability status or sexual orientation. 
 Notwithstanding the above provisions, First Bank remains a performance-driven 
organisation and while providing a level playing field, shall base decisions strictly on 
merit. 
 Training & Mentorship: As a tenet of career development, First Bank creates a culture 
of continuous learning tailored to the needs and aspirations of the employees and the 
business itself through First Academy and learning centres scattered around the 
country, FBN have invested in e-learning, mobile learning, classrooms physical and 
virtual libraries to allow all our employees the opportunity to equip themselves for 
future roles that benefit both them and the organization. 
FBN Vision 
 To be the clear leader and Nigerian bank of first choice 
FBN Mission 
 To remain true to our name by providing the best financial service. 
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 First Bank aspires to be Sub-Saharan Africa’s leading financial services group 
 Be the undisputed leader in every business we choose to participate in 
 Significantly grow franchise within and beyond our borders 
 Significantly increase appeal to the next generation of Nigerians 
 Delight customers by providing unparalleled and innovative service 
 Develop First Bank into a hub for the best industry talent anywhere 
 Hold the highest standard of integrity and ethical conduct 
 Deliver superior shareholder returns 
First Bank like other financial institutions and commercial banks serves as a financial 
intermediary, which means the bank accepts funds deposited on demand deposit 
accounts, term deposits and in turn lend money by making advances to customers through 
instalment loans; investing in marketable debt securities and other forms of money 
lending. Apart from borrowing and lending money from/to business institutions, 
commercial organizations, as well as individuals for a variety of purposes, the functions 
include netting and settlement, credit quality improvement, money creation, security 
issuing, asset management, foreign exchange trading, safe keeper, guarantor, monetary 
agent and promoting financial stability in the economy. 
Lines of Business 
Commercial Banking 
 Corporate and Institutional Banking 
 Retail Banking 
 Public Sector Banking 
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 Private Banking 
Other Financial Services Subsidiaries 
 Investment Banking , Asset Management (FBN Capital/FBN Securities) 
 Venture Capital/Private Equity (First Funds) 
 Trust Services (First Trustees) 
 Pension Fund Custody (First Pension Custodians) 
 Mortgages/Real Estate (FBN Mortgages) 
 Insurance Brokerage (FBN Life Assurance) 
 Registrar Services (First Registrars) 
 Bureau de Change (FBN Bureau de Change) 
 Microfinance (FBN Microfinance) 
International Subsidiaries and Rep Offices 
 FBN Bank UK 
 London 
 Paris 
 Foreign Rep Offices 
 Beijing 
 Johannesburg 
 Abu Dhabi 
Network 
 Extensive network of 650+ branches and cash centres, 1,500+ ATMs 
 Int’l locations in London/Paris/Johannesburg/Abu Dhabi/Beijing 
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 Subsidiaries in a number of businesses including insurance, investment banking, asset 
management, microfinance 
Relationships 
 Large customer base, with over 6 million customers 
 High retail investor confidence and interest (2007 equity offer massively 
oversubscribed) – listed on the NSE and unlisted London GDR programme 
 Established in 1894; a partner to government/regarded as a national icon 
Reputation 
 Oldest existing financial institution in Nigeria (established 1894) with record of 
surviving and even thriving through banking crises 
 Unparalleled reputation for leadership, strength, and stability 
 Consistently ranked as #1 most trusted bank in independent consumer surveys 
 No. 1 Brand in Nigeria for Banking and Finance and within the top 500 global 
banking brands 
Corporate Governance 
 Leader in corporate governance 
 Underpinned by strong institutional processes, systems, and controls 
 History of seamless leadership successions 
FBN Banking Activities 
Banks activities are provides in the Following Business Segments; 
 Retail Banking: individuals and small businesses 
 Commercial /business banking: deals with mid-market businesses 
 Corporate Banking: deals with large business entities 
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 Private banking: providing wealth management services to high net worth individuals 
 Investment Banking: relating to activities on the financial markets 
 Islamic banking 
 E-banking/Online Banking 
Banking Services Group 
This is a team of intelligent, smart and service oriented individuals who are working 
towards a common goal of achieving service excellence. 
The group serves as the operations arm of the bank and is divided into two main teams: 
 The Branch Services team interfaces with the customers at the branch level and is 
responsible for processing all transactions and attending to customer requests. 
 The Head Office Services team provides the required support for the branches and is 
responsible for processing all customer requests and transactions on the back-end. 
The head office services team also seeks to ensure that policies, processes and 
products are created or improved on for the Branch Services team to serve the 
customers 
BSG Service Priorities 
 Exceptional Service Delivery 
 Continuous Process Improvement 
 Maintain Clean Books 
 Drive Cost Optimisation 
 Ensure Regulatory Compliance 
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Banking Services Improvement 
Banking Services Improvement is responsible for process review, automation, process 
and policy documentation, design/implementation of various strategic initiatives/projects 
and post implementation audit. The unit is also responsible for ensuring cohesiveness 
through effective communication, and driving group performance across Board. 
The BSI team consists of three major sub-units: 
- Business Optimisation: This unit focuses on design and implementation of strategic 
projects within Banking Services Group and post-implementation performance audit. 
Examples of projects include: Finacle 10, Automation of Foreign Transaction 
Processing (Form A, Form M, Funds Transfer), Manning Alignment among others. 
- Group Co-Ordination: Responsible for ensuring the cohesiveness of the Group by 
facilitating relationships and communication between all departments and the Group 
Head; driving group performance through setting, monitoring and reporting on key 
performance metrics and SLAs and acting as a coordinator for resolution of technical 
matters and follow-up of action items. 
- Stakeholder Engagement: Responsible for driving effective communication across 
the Group including managing the feedback within the Group and enhance/implement 
knowledge management and sharing across BSG 
Branch Processing 
Branch Processing department is responsible for providing support functions on 
electronic funds transfers and instructions on clearing instruments, on behalf of customers 
(internal & external). 
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The branch processing team consists of two major sub-units: 
- Electronic Funds Transfer (EFT): The EFT unit is tasked with the responsibility of 
ensuring timely response to & issue resolutions to possible challenges posed on the 
electronic transfer platforms being employed by the bank. The EFT department 
currently uses the following platforms for processing funds transfer requests: First 
Instant Pay (FIP), Real-Time Gross Settlement System (RTGS) and NIBBS Electronic 
Funds Transfer (NEFT). 
- Centralised Clearing: The central clearing unit is responsible for processing all 
clearing instruments on behalf of internal and external customers. The team also 
ensures that the stipulated timeline for clearing of instruments is meant while still 
ensuring regulatory compliance and due diligence to prevent fraud. The team has just 
recently completed an implementation of the T+1 clearing cycle nationwide and is 
already gearing up for launch of the new ‘Cheque Truncation’ process which is geared 
towards further reducing the timeline for clearing of instruments. 
Domestic Banking Services 
The Domestic Banking Services Team is responsible for ensuring timely account 
reconciliation, prompt and accurate investment processing, salary payment processing 
and driving regulatory compliance. The team also works in tandem with Treasury 
Department in processing treasury related matters. 
The Domestic Banking Services team consists of 3 sub-units: 
- Cash Management: The cash management team is responsible for providing resource 
support and initiation/coordination of various activities to achieve optimum cash level 
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in the bank. The team is also tasked with the responsibility of ensuring that idle cash 
resources are minimized while meeting day to day cash obligations to customers and 
other relevant cash users, all at minimum cost. 
- Finance Operations & Salaries: As the name implies, this unit is responsible for 
managing and processing payment of salaries to all staff. They are also responsible for 
processing all forms of staff loans as well as processing payment to 3rd parties on 
behalf of the bank. 
- Treasury Operations: This unit is tasked with the responsibilities of providing 
support services to Treasury Department and other Head Office departments and/or 
branches. The unit is responsible for processing Treasury Bills, Government Bonds, 
RTGS Fund Transfer (Inward and Outward), Funding and Allocation of Forex Bids 
amongst others. 
Firstcontact 
Firstcontact is the first point of call for all customer complaints, enquiries and requests. 
The department is responsible for responding to and collating all interactions with 
customers. Firstcontact is First Bank’s 24/7 dedicated Contact Centre and operates on a 
shift basis: morning shift (8am – 4pm), afternoon shift (11am – 7pm) and night shift 
(7pm – 8am). 
The First Contact team consists of a front office team and back office team: 
- Front Office: The front office team is responsible for making first hand interactions 
with customers via phone calls and social networks. They are also responsible for 
first-hand resolution of issues such as enquiries and non-vital requests. The team also 
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passes all complaints that cannot be handled during the first interaction to the back 
office team for resolution. 
- Back Office: The back office team is responsible for processing all customer 
complaints. They are involved in continuous and active liaisons with different 
departments based on the nature of the complaint(s). In some cases, the received 
complaints are escalated to a higher authority if the issue is not within their purview. 
Foreign Banking Services:  
The department provides support functions for all the various marketing units of the Bank 
by tactfully and professionally processing all Foreign Transactions. It is divided into two 
major units namely: Trade Services and Domiciliary/Funds Transfer Services. The Trade 
Services Unit is however further divided into three sub units: IBG, CBG & Retail/PS 
Trade for efficiency. 
- The Foreign Banking Services team is responsible for: Liaising with all the scanning 
agents, processing of Risk Assessment Reports, establishment of Letter of Credit, 
registration of Form NXP, advice and negotiation of Inward Letters of Credit, 
remittances on Bills For collection, Inward Fund Transfer in both domiciliary and 
Naira accounts, foreign cheques for collection and many more. 
- The department just recently launched a 4 Tier Initiative tiled: ‘Done in 24 Hours or 
Less.’ This initiative is geared towards driving the turn- around time on 4 major 
transactions down to 24 hours or less. These transaction types include: Form A, First 
Trade (International Funds Transfer-Online), International Funds Transfer – In Branch 
and Trade Tracker/Alerts. 
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Shared Services 
Possibly the largest department in BSG within the Head Office, Shared Services is tasked 
with several vital responsibilities and provide a large extent of support for Branch 
Services. The department is divided into 4 major units namely: 
- Centralised Processing Centre (CPC): One of the largest units in the bank, the CPC 
is responsible for processing large scale routine operations/transactions thereby 
providing capacity for other departments to be involved in more strategic and core 
service oriented tasks. At present the CPC carries out operations such as: Account 
Opening, 3rd Party Salary Processing, Bank-Wide Internet Banking Setup, Loan 
Processing and several Account Maintenance requests, from a central location. 
- E-Product Settlement: The department is responsible for all forms of electronic 
remittances for transactions consummated between First Bank and other banks, or 
between First Bank and the ever growing number of merchants/service providers 
worldwide. The remittances are made to the 3rd parties on behalf of customers for the 
value obtained on any transaction consummated via electronic channels. Summarily 
the department acts on behalf of the bank as the liaison between the customers and 
merchants/processing bank/processors. 
- Corporate Loans: As the name implies, the department is responsible for processing 
loans for specific business needs. Loans processed by the department are based on 
presiding market conditions and risk factors which may positively or negatively 
impact on the business. The Corporate Loans team is responsible for providing support 
functions based on initial conditions being met and prior interactions between the 
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business groups and the customer. Certain types of loans are processed by the 
department and these include: Temporary Extensions & Temporary Overdrafts, 
Product Paper Approvals such as Oil & Gas Contact Financing, Cement 
Distributorship, Loan Replacements, Form 3800B approvals amongst others. 
- Cheque Management Centre: The cheque management centre is responsible for 
productions and disbursal of cheques. First Bank currently has 8 cheque management 
centres spread across the geopolitical zones within the country. Each of the CMCs 
provides support for and attempt to requests for branches within their service areas. 
If the bank sustains its pre-eminent position, then it would become not just “first” but 
“super-first” in the Nigerian banking system. Of course, to do that, the bank requires not 
only tremendous enterprise but also a crop of high-performing and entrepreneurially 
spirited management and staff (Ndekwu, 1994:249) 
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4.11 An example of FBN Scorecard Setting: How to Achieve Excellent Service 
Table 2: Definition of Scorecard Metrics  
Metric Definition Tips for excelling 
OPEX Budget 
Variance 
Variance in actual 
expenses from 
budgeted expenses
i
. 
 Disciplined approach to incurring expense at the branch. 
 Appropriate cost apportionment for shared costs to applicable 
SBUs 
 Using the right TT Codes when posting entries on expenditure 
 Diligent budget monitoring. 
Average Cost 
per Head (in 
millions) 
Staff Cost divided by 
Actual number of staff
ii
 
 Ensure roles are occupied with only approved grades 
 Diligent GL monitoring to ensure wrong staff costs are not 
being posted to branch 
Operational 
Loss (%) 
Comprises losses 
resulting from Fraud, 
Regulatory fines/CBN 
penalties and Legal 
losses and provisioning 
on open items
iii
 
 Adhering to regulatory guidelines and circulars available on 
the portal for reference purposes. 
 When in doubt about regulatory issues/policy seek guidance 
 Executing regular Call-over and consistent spot checks/ 
integrity tests. 
 Engaging Legal department (Head Office) on issues capable 
of exposing the bank to litigation. 
 Whistle blowing on Operational/Controlling irregularities 
noticed 
 BSMs should review their infraction/penalties accounts for 
entries passed from FINCON and escalate where passed in 
error. 
 Institute account ownership to tackle open items which 
eventually crystalize as provisioning. 
 Review Fraud Register sent from BPM and engage internal 
audit PROMPTLY on any disputes. 
Mystery 
Shopping 
Score (MSS) 
Scores issued by SDE 
based on performances 
of branches when 
visited. 
 Familiarization with process manuals 
 Strict adherence to approved processes and policies 
 Familiarization with bank products. 
 Assume every customer is a mystery shopper. 
 Ensure branch ambience adheres to the Bank’s approved 
brand quality assurance checklist. Don’t rely on your ‘taste’ 
alone, follow the guideline! 
SLA 
performance 
Score (SPS) 
TAT for resolution of 
issues logged against 
the branch on SLA 
application 
 Timely response/resolution of logged issues. 
 Proper escalation of issues outside the purview of the branch. 
 Always ensure you close all resolved issues. 
 
External 
Customer 
Satisfaction 
Index (%) 
External Customer 
survey results 
conducted by external 
vendors. 
 Treat every customer as King. 
 Always go the extra mile to delight customers. 
 Think outside the box without breeching policies 
 Promptly escalate complaints or issues 
 Always give feedback; and promptly too! 
 Be solution oriented 
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Customer 
Feedback 
Index (CFI) 
Feedback from 
customers regarding 
attitude and specific 
complaints.
iv
 
 Ensure service Kiosk is up and running at all times 
 Encourage customers to give feedback via Service Kiosk 
(when in Branch). 
 Constantly educate customers of all available channels for 
feedback 
Attitude scoring criteria 
 Note that Positive two (2) or more positive feedback on 
attitude gives full points (60%) while two (2) or more 
negative feedbacks results in -30%. 
Feedback/Complaints Scoring Criteria 
 Note that two (2 )or more customer commendations results in 
full points (40%) while two (2) or more complaints results in -
30%. 
 All commendations and complaints will be investigated to 
confirm authenticity. 
Knowledge 
Index 
Scores obtained 
through administered 
tests 
 Staff should acquaint themselves with products and services, 
especially newly launched products. 
 Supervisors should adequately coach/train subordinates on 
their roles. 
 Village meetings can be used for knowledge sharing sessions 
 Never hesitate to ask questions when in doubt 
Channel 
Migration Rate 
Scoring based on 
measurable efforts 
towards facilitating 
moving customers to 
alternative channels
 
 Constantly educate customers about alternative channels to in-
branch banking 
 Encourage customers to obtain the various cards available. 
 Intimate Customers of the benefits of transaction alerts (email 
or SMS) and sign them up. 
 Encourage customers to sign-up for at least one additional e 
product (Firstonline, Firstmonie or Firstmobile) asides from 
signing them up for Cards and Alerts. 
NEW Teller 
Service Time 
(in minutes) 
Teller TAT for 
servicing customers
v
. 
 The calculation of Teller Service time has been changed; 
going forward BPM has modified the calculation to ONLY 
include approved teller numbers, and not those who provide 
assistance for platform management. 
 Approved tellers are against the branch categorization i.e. 3 
tellers for a basic branch, 5 tellers for a standard branch and 9 
tellers for a premium branch. 
 By implication this means that branches will no longer be 
negatively impacted by platform management activities, i.e. 
you can create additional Teller as the need arises without fear 
of ruining your scorecard. 
 Ensure Tellers post transactions immediately rather than piling 
up vouchers and posting late. 
 In conducting platform management, ensure all tellers give 
receipts irrespective of approach (e.g. manual receipts if need 
be).Every depositing customer MUST leave with a deposit 
receipt ALWAYS. This is non-negotiable and sanctions for 
non-compliance will apply. Please be guided! 
 118 
 
The Error Rate 
(%) 
Mistakes, Income 
reversals, reported 
customer narrations 
complaints
vi
 
 Constant knowledge sharing on operating procedures and 
guidelines 
 Due Diligence always 
 Adhere strictly to Customer specified narrations where 
necessary. 
 Always use appropriate TT-codes, seek guidance when in 
doubt. 
 Never report a manual reversal as system reversal as Sample 
checks will be done to ascertain if all reversals were system, 
any branch discovered to have been dishonest will be 
sanctioned and automatically lose ALL points for this metric. 
ATM Cash 
Outage (%) 
ATM Cash Outs refers 
to% ATM Downtime 
due to Supply Outage 
(GASPER) 
 Proper ATM monitoring. 
 Timely loading of ATMs 
Cash 
Management 
Efficiency (%) 
Cash Holding limit 
violations
vii
 
 Monitoring recurrent trends at the branch and making 
adequate projections to meet demand for cash. 
 Timely requests for evacuation 
 Work closely with your RCMO to address knowledge gap or 
any related cash management issues 
Money 
Transfer 
Volume 
Volume of Money 
Transfer business at the 
branch 
 Monitor Forex volumes to ensure availability 
 
Customers 
Savings Account 
Savings account opened 
Actual vs. budget 
 Use every opportunity to cross sell and inform customers of 
the various product options we have. 
Regulatory 
Compliance 
Index 
 
CBN examiners 
/Internal Audit 
inspection scores. 
 Familiarization with regulatory guidelines 
 Never hesitate to ask questions when in doubt 
 Always escalate promptly 
CPC 
Compliance 
Index 
 
Average branch CPC 
compliance score 
 Adherence to Account Opening process. 
 Compliance to Deferral policy. 
 Ensuring all documentation is complete and valid prior to 
flowing to CPC. . 
 Ensure all details are accurately captured on CPC Workflow. 
Position of 
Open Items 
(Current) 
 
Current Open Items 
exceeding three 
months. 
 BSMs to identify staff to monitor and reconcile specific 
accounts. 
 Ensure all open items are promptly escalated 
 Close monitoring of all suspense accounts 
Position of 
Open Items 
(Legacy) 
Old (irreconcilable) 
balances 
 All such accounts should be identified and forwarded to 
ASMs, RSMs to seek approval for write-off. 
Position of 
Niling 
Accounts 
Accounts that must 
have a zero Balanced at 
COB daily. 
 BSMs to identify staff to monitor and reconcile specific 
accounts. Close monitoring of all suspense accounts 
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Accounts 
without 
Mandate Cards 
 
Accounts without 
mandate cards on the 
system. 
 Debit frozen and dormant accounts are not counted as having 
uncaptured mandates. Please note DEBIT frozen and not 
Total FREEZE. 
 BSMs should note that credit postings to accounts without 
mandates that have been Debit Frozen will not be counted 
against the branch. However, where there is a Total freeze in 
place such a credit posting will count against the branch. 
 BSMs should conduct sample checks every week or month to 
ensure all mandates are in order. 
 Mandates will be checked for usability 
 For sensitive accounts Relationship Managers (RMs) should 
be carried along when Debit freezing to avoid major service 
issues. 
 Any Branch found to upload fake mandates will lose all points 
and be penalized even if the account was debit frozen. 
 Branches should check accounts reactivated at month end and 
validate accounts reactivated at their branch on Finacle to 
ensure all reactivated accounts have the mandates in place. 
Employee 
Feedback 
Survey 
 
360 degree appraisal is 
feedback system which 
will allow direct 
confidential feedback 
from a supervisor 
subordinates, peers, and 
supervisor(s). This will 
allow the appraise to 
het a holistic view of 
performance inclusive 
of soft skills 
 Avoid unacceptable behaviour such as bullying, Closed 
mindedness, rudeness etc. 
 Foster good relations and work ethic amongst staff. 
 Avoid vindictive behaviour 
 Be available and accessible to your team and colleagues 
 Ensure you create a good working environment that does not 
tolerate abuse/harassment of staff in any form or fashion 
Training 
Compliance 
 
Actual training hours 
against budgeted 
training hours 
 Constant identification of knowledge gaps 
 Close monitoring of status of Training hours per staff to 
ensure credit hours are recorded for qualified trainings 
attended 
Leave 
Compliance 
Actual Leave against 
Planned Leave 
 Ask staff to submit leave plan for the year using agreed 
template 
 Re-align leave dates between units to ensure teams to avoid 
conflicting dates 
 Agree and communicate leave plan to all staff 
 Close monitoring of leave calendar compliance 
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 Opex budget variance formula: Target/Actual. 
 Average Cost per Head formula: YTD Total Staff Costs ÷ Headcount (FTE&TO) 
 Operational loss: QTD Operational Losses (Provisioning + Fraud Losses + 
Regulatory Infractions + Legal Losses) ÷ Net Revenue 
Attitude scoring criteria 
 1 Positive feedback=40% 
 2 Positive feedbacks=50% 
 >2 Positive feedbacks=60% 
 1 Negative feedback=-10% 
 2 Negative feedbacks=-20% 
 >2 Negative feedbacks=-30% 
Feedback/Complaints Scoring Criteria 
 1 Positive feedback=20% 
 2 Positive feedbacks=30% 
 >2 Positive feedbacks=40% 
 1 Negative feedback=-10% 
 2 Negative feedbacks=-20% 
 >2 Negative feedbacks=-30% 
New Teller Service Time is calculated: No of Tellers * Working days*Working 
Hours*60 ÷Total No of transactions (No. of Tellers is fixed) 
Errors are calculated using: QTD Actual Transaction Reversals ÷ Total Number of 
Transactions Processed. 
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Cash management efficiency is calculated as the % Cash Holding Limit Violation. 
 
4.12 Summary of Banking in Nigeria, First Bank and the use of Scorecard 
It can be inferred that First Bank is a leading financial service provider in Nigeria with 
the array of financial activities. Therefore in order to achieve it vision, the bank chose the 
BSC to monitor and enhance its performance on service delivery to its stakeholders. 
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CHAPTER FIVE 
RESEARCH METHODOLOGY 
5.1 Introduction 
This chapter outlines the methodology used in the study with respect to: research design, 
evaluation model, population, sampling technique sample, instrumentation, 
administration of instruments/data collection, scoring of instruments, data analysis 
procedure and methodological challenges. There is a good degree of relationship between 
research problems and research methods. It is expedient to provide the details involved 
especially the terms used in educational research, at the outset of this discussion. This is 
necessary because young researchers are faced with difficulty in the choice of appropriate 
methods for research (Alegbeleye, Mabawonku& Fabunmi, 2006:182) 
5.2 Research design 
The study is a survey and non-experimental design. It does not involve manipulation of 
any of the variables, as their occurrences are deemed to have already taken place. 
According to Leary (2001), it is most suitable when a researcher wants to inquire about 
people’s attitude, lifestyles, behaviour and problems. It specifically uses a cross-sectional 
survey design. Cross-sectional design has the characteristics of collecting data at one 
point in time from a sample selected to represent a large population as well as describing 
things as they are. 
5.3 Area of the Study 
The area of the study was the Lagos region. Lagos is the most populated state in the 
country (Nigeria) and this has the highest number of branches and staff. 
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5.4 Population of the Study 
The population of the study was all the branch service staff of First Bank Nigeria Ltd in 
23 branches in Lagos state as well as their customers who have been banking with First 
Bank in Lagos state for five years or more. 
 
5.5 Sampling Technique and Sample 
Random sampling technique was used to select a state in the south-west.  A stratified 
random sampling technique was used to select a stratum. There are 131 branches of First 
Bank in Lagos state. 52 branches are present in the stratum selected. 26 branches were 
randomly selected. Ten staff were randomly selected from each of the branches making a 
total of 260 staff. Five customers who had been banking with First Bank for five years 
and above were randomly selected for the sample. A total of one hundred and thirty 
customers were selected for the sample. 
 
5.6 Variables in the Study 
Independent variables are: 
 Balanced Scorecard components at four levels: customer perspective, financial 
perspective, internal processes as well as learning and growth 
 Demographic variables: 
o Years of banking/working experience 
o Educational qualifications 
o Sex of respondents 
o Categories of customers 
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Dependent variable 
3.1 Service performance management 
5.7 Instrumentation 
Three instruments were used in this study. The first was the Balanced Scorecard Staff 
Questionnaire (BSCSQ). It is a self-developed questionnaire with inputs from literature 
(Kaplan & Norton, 1992, 1996). It consists of two sections. The first section is aimed at 
eliciting information about the respondents’ demographic data in relevance to the 
respondent number years in service, educational qualification and gender. The second 
section is geared towards the four components of Balanced score card which entails the 
customer perspective, the financials, internal process and learning and growth. = 
 
Customer Section 
 Item 4: Help lines for customers are more effective in First Bank since the 
introduction of Balanced Scorecard (BSC). 
 Item 6: Staff of First Bank are friendlier with customers when compared to five years 
back 
 Item 9: I cannot see improvement in staff-customers’ relationship since the 
introduction of BSC. 
Financial Perspective 
Financial perspective also consists of ten items. It is a measurement of how the bank 
looks up to the shareholders as well as cash management efficiency. Some of the items in 
this section are presented as follows: 
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 Item 11: Balanced Scorecard has brought about cash management efficiency in First 
Bank 
 Item 15: First Bank is NOT doing enough to support corporate organisations since the 
introduction of BSC. 
 Item 19: Shareholders can NOT see the difference of return on their investment when 
compared to the time BSC was not in operation 
Internal Process 
Internal process perspective measures improvement in quality as well as response time. It 
also bothers on cost reduction as well as reducing cycle times. It captures what the 
organization can continue to do in order to excel. Some of the items under this section 
are: 
 Item 23: BSC has not been able to reduce fraud in the financial system of First Bank 
 Item 25: Operational loss in First Bank has been curtailed since the introduction of 
BSC 
 Item 28: There is error reduction in the system since the introduction of BSC. 
The last component of Balanced Scorecard is Learning and growth. It measures employee 
professional development, employee satisfaction as well as information system 
availability. It captures how an organization can continue to improve and add value. 
Some of the items under this section are: 
Learning and Growth 
 Item 32: Strategic approach to management has improved since the introduction of 
BSC 
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 Item 36: BSC has brought about greater transparency in financial activities of First 
Bank 
 Item 38: Professional training of staff has improved since the introduction of BSC. 
The response formats for the items were five-Likert format and the scoring was done 
such that for positive items:  
Strongly Agree = 5marks 
Agree =  4marks 
Undecided =   3marks 
Disagree =   2 marks 
Strongly Disagree =  1 mark. 
The second instrument was similar to the first. It was designed for the customers. It was 
designed in such a way that the items would not be too technical for them and would 
enable some of them who are literate enough to respond to the items. Customers who had 
not been with the bank for five years were not allowed to take part. The instrument was 
titled Balanced Scorecard Customer Questionnaire (BSCQ). It is essentially the 
customers’ perception of the components of Balanced Score Card. It contains essentially 
the same number of items with some differences. The response formats are essentially the 
same. The third instrument titled Service Performance Management Questionnaire 
(SPMQ) was used by both customers as well as staff. It contains twelve items in which 
customers as well as staff responded to. The items were rated along the following lines: 
Poor  1 mark 
Fair  2 marks 
Good  3 marks 
Very Good  4 marks  
Excellent  5 marks 
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Some of the samples of the instrument are as follows: 
Item 1: Customer satisfaction 
Item 4: Return on earnings 
Item 8: Employee stability 
Item 10: Professional training for staff 
 
5.8 Validation of Instruments 
The instruments were subjected to face validity by experts in the field of management as 
well as in the field of measurement and evaluation. Construct validity of the instrument 
was ascertained using factor analysis. Reliability of the sub-scales of Balanced Scorecard 
Questionnaire was ascertained using internal consistency measure of Cronbach alpha and 
it ranged from 0.786-0.923. Similarly, Service Performance Management Questionnaire 
reliability was ascertained using Cronbach alpha and it gave a value of 0.816. The values 
are indication that the instrument was valid and reliable to measure what they were 
designed to measure. 
 
5.9 Procedure for Data Collection 
Data was collected based on the fact that participants were willing to take part in the 
study. Data was collected over a period of two weeks. Detailed explanations were given 
to the customers to enable them fill the instruments meaningfully. 
 
5.10  Data Analysis 
There is a good degree of relationship between the research problems and research 
methods. It is expedient to provide the details involved especially the terms used in 
educational research, at the outset of this discussion. This is necessary because young 
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researchers are faced with difficulty in the choice of appropriate methods for research 
(Alegbeleye Mabawonku & Fabunmi, 2006:182) 
Data were analysed using descriptive statistics of frequency counts, percentages, mean and 
standard deviation. Hypotheses were tested using Pearson Moment Correlation Coefficient, 
Multiple regressions, T-Test, one-way Analysis of Variance and Scheffe post-hoc analysis. 
In case of multiple regressions, all the variables were tested for linearity, normality, 
homogeneity of variance as well as outliers and multi-collinearity. The hypotheses were 
tested at a significance level of 0.05. The Statistical Package for Social Sciences (SPSS) 
Version 16.0 was used to analyse the data. 
5.11 Ethical Considerations Applicable to the Study 
The research was aimed at promoting social and financial health of the banks. To further 
advance research in banking services, the research was targeted towards avoiding bias in 
designs, data integrity and misleading interpretation. The research promoted 
confidentiality, anonymity of research respondents and voluntary participation during the 
study. 
5.12 Summary of Data Analysis of Scorecard Implementation in First Bank Branch 
Services 
The methodology shows that the study was largely quantitative with regard to the design, 
the sampling technique and sample, the instruments used as well as the data analyses 
techniques employed. The ethics of conducting and reporting of research were not violated. 
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CHAPTER SIX 
DISCUSSIONS ON THE RESULTS AND FINDINGS 
6.1  Introduction 
Results and discussion were conducted along the lines of stated hypotheses and research 
questions. Descriptive statistics of frequency counts and percentage were used to 
present demographic data. Inferential statistics of Pearson Moment correlation 
coefficient, multiple regression analyses, independent t-test, and one-way analysis of 
variance were used to analyse the hypotheses. The only research question was analysed 
using frequency count and percentages after being sorted into categories. Discussions 
were made in order to give more clarity and validity to study findings. 
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6.2 Demographic Statistics 
Table 3: Descriptive Statistics of Frequency Counts and Percentages of 
Demographic Variables 
STAFF OF FIRST BANK  
Demographic Variables Levels Frequency Percentage Total 
 
No. of Years as Staff 
6-10yrs 218 76.2  
11-15yrs 25 9.6  
16-20yrs 10 3.8  
Above 20yrs 27 10.4 100.0 
 
 
Educational Qualification 
School Certificate 3 1.2  
OND/NCE 99 38.1  
HND/B.Sc./B.A 108 41.5  
Masters 50 19.2  
Ph.D. 0 0.0 100.0 
 
Sex 
Male 121 46.5  
Female 139 53.5 100.0 
CUSTOMERS OF FIRST BANK  
 
No. of Years as Customer 
6-10yrs 94 72.3  
11-15yrs 12 9.2  
16-20yrs 2 1.5  
Above 20yrs 22 16.9 100.0 
 
 
Educational Qualification 
 
School Certificate 6 4.6  
OND/NCE 17 13.1  
HND/B.Sc./B.A 56 43.1  
Masters 46 35.4  
Ph.D. 5 3.8  
 
Sex 
Male 96 73.8  
Female 34 26.2 100.0 
 
Table 3 shows that most of the staff of First Bank sampled have between 6-10 years of 
banking experience with First Bank (N= 218 ; % = 76.2). The categories of 16-20 years 
was the least sampled in this study (N= 10; % = 3.8). With regard to educational 
qualification, Higher National Diploma/B.Sc./B.A were the most sampled staff that 
participated in this study (N= 108; % = 41.5).The least category under educational 
qualification that participated in this study was the school certificate holders (N= 3; % = 
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1.2).With regard to gender, female (N= 139; % = 53.5) were more in number for the staff 
when compared to the male staff (N= 121; % = 46.5). 
Table 3 also shows the distribution of customers used in this study with regard to their 
years of banking experience with First Bank, educational qualification as well as their sex 
With regard to their years of banking experience with First Bank, customers in the 
category of 6-10 years were the highest that participated in this study (N= 94 ; % = 
72.3).. The least sampled in that category were the customers in the category of 16-20 
years (N= 2; % = 1.5). With regard to educational qualification, HND/B.Sc./B.A 
constituted the greatest category in terms of frequency (N= 56; % = 43.1) while the 
category of Ph.D. was the least (N= 5; % = 3.8). Male customers (N= 96; % = 73.8) were 
more in number than female (N= 34; % = 26.2). Customers sampled in this study. 
6.3 Results 
6.3.1 Hypothesis 1 
There will be no significant relationships among the components of Balanced Scorecard 
(customer, financial, internal process, learning and growth) and service performance 
management as viewed by 
(i) The staff of First Bank Nigeria PLC. 
(ii) Customers of First Bank Nigeria PLC. 
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Table 4: A Pearson Correlation Coefficient Table of Relationships among Customer 
Perspective, Financial Perspective, Internal Process Perspective, Learning and 
Growth and Service Performance Management Based on First Bank Staff (N=260) 
CP  FP  IPP  LGP  SPM 
CP  1.535(.000) .661(.000) .725(.000) .451(.000) 
FP   .530(.000)  1.629(.000) .681(.000) .462(.000) 
IPP   .661(.000) .629(.000)  1.756(.000) .559(.000) 
LGP  .725(.000) .681(.000) .756(.000)  1.449(.000) 
SPM  .451(.000) .462(.000) .559(.000) 1.449(.000)  
Level of significance in parenthesis, Significant at p<0.05 
CP-Customers’ Perspective 
FP- Financial Perspective 
IPP-Internal Process Perspective 
LGP- Learning and Growth Perspective 
SPM-Service Performance Management 
 
Table 4 shows that a significant positive relationship exists between customers’ 
perspective and service performance management as viewed by the staff of First Bank. 
(r=.451, N=260, p < 0.05). Also, there exists a significant positive relationship between 
financial perspective and service performance management as viewed by the staff of First 
Bank. (r=.462, N=260, p < 0.05). In addition, internal process perspective was 
significantly related in a positive way with service performance management as viewed 
by the staff of First Bank. (r=.559, N=260, p < 0.05). Similarly, there was a positive 
significant relationship of learning and growth with service performance management 
(r=.449, N=260, p < 0.05). Table 4 also shows that all the predictor variables (Balanced 
Score Card) variables are significantly related with one another. 
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Table 5: A Pearson Correlation Coefficient Table of Relationships among Customer 
Perspective, Financial Perspective, Internal Process Perspective, Learning and 
Growth and Service Performance Management Based on First Bank Customers 
(N=130) 
CP  FP  IPP      LGP SPM 
CP  1.284(.000) .385(.000) .462(.000) .286(.000) 
FP   .284(.000)  1.528(.000) .349(.000) .399(.000) 
IPP   .385(.000) .528(.000)  1.679(.000) .485(.000) 
LGP  .462(.000) .349(.000) .679(.000)  1.311(.000) 
SPM  .266(.000) .399(.000) .485(.000) 1 .311(.000)  
Level of significance in parenthesis  Significant at p<0.05 
CP-Customers’ Perspective 
FP- Financial Perspective 
IPP-Internal Process Perspective 
LGP- Learning and Growth Perspective 
SPM-Service Performance Management 
 
Table 5 indicates that there exists a significant positive relationship between customers’ 
perspective and service performance management as viewed by the customers of First 
Bank. (r=.286, N=130, p < 0.05). Table 5 also shows that there exists a significant 
positive relationship between financial perspective and service performance management 
as viewed by the customers of First Bank. (r=.399, N=130, p < 0.05). Furthermore 
internal process perspective was significantly related in a positive way with service 
performance management as viewed by the customers of First Bank. (r=.485, N=130, p < 
0.05). Lastly, there was a positive significant relationship of learning and growth with 
service performance management (r=.311, N=260, p < 0.05). Table 5 also shows that all 
the predictor variables (Balanced Score Card) variables are significantly related with one 
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another as viewed by the customers of First Bank PLC. Hence, the null hypothesis stated 
that there will be no significant relationship between the components of Balanced 
Scorecard with service performance management was rejected. 
6.3.2 Hypothesis 2 
There will be no significant composite contribution of Balanced Scorecard components 
(customer, financial, internal process, learning and growth) to service performance 
management by 
(i) Members of staff in First Bank Nigeria PLC. 
(ii) Customers of First Bank Nigeria PLC. 
Table 6: Descriptive Statistics of Mean and Standard Deviation of Balanced 
Scorecard Components Scores and Service Performance Management Scores by 
Staff and Customers of First Bank Nigeria PLC. 
Variables     Mean  Standard Deviation 
Staff 
Customer Perspective     41.29   4.33 
Financial Perspective    37.95   4.14 
Internal Process Perspective   40.42   4.54 
Learning and Growth Perspective  40.50   4.66 
Service Performance Management  46.03   6.49 
 
Customers 
Customer Perspective     39.74   4.88 
Financial Perspective    37.32   5.17 
Internal Process Perspective   39.07   4.79 
Learning and Growth Perspective  39.73   4.84 
Service Performance Management  45.71   7.10 
 
Service Performance Management is the dependent variable in the study 
Table 6 shows that the customer perspective had the greatest mean score for both the staff 
and customers of First Bank Nigeria PLC. (Staff x =41.29; SD=4.33; Customer: x
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=39.74; SD=4.88). It can however be seen from Table 4 that the mean of the customer 
perspective as viewed by staff was greater than that of the customers. The financial 
perspective had the least mean score for both the staff and customers of First Bank 
Nigeria PLC. (Staff x =37.95; SD=4.14; Customer: x =37.32; SD=5.17). Also, the mean 
of the customer perspective as viewed by staff was greater than that of the customers as 
shown in Table 6. 
Table 7: Multiple Regression Analyses of Composite Contributions of Predictor 
Variables to Service Performance Management 
R  R
2
   R
2
Adjusted  Df  F  Sig. 
Staff 
.519  .269  .258   (4, 255) 23.487  .000 
Customers 
.586  .343   .322   (4, 125) 16.328  .000 
Significant at p<0.05 
 
Table 7 shows that there exist a significant composite contribution of Balanced Score 
Components when viewed from the staff of First Bank (Customer perspective, financial 
perspective, internal process perspective as well as learning and growth) to service 
performance management (R
2
 Adjusted =0.258, F(4, 255) =23.487, P<0.05). The 
variance contribution from the perspective of the staff shows that the four components of 
Balanced Scorecard contributed 25.8% to the dependent variable measure of service 
performance management. With regard to the customers, the composite (joint) 
contributions of the four components of Balanced Scorecard to service performance 
management was also significant (R
2
 Adjusted =0.586, F(4, 125) =16.328, P<0.05).Table 
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7 also indicates that the variance contribution from the perspective of customers for the 
four components of Balanced Scorecard to service performance management was 32.2%. 
The null hypothesis stated that there will be no significant composite (joint) contribution 
to service performance management was rejected. 
6.3.3  Hypothesis 3 
There will be no significant relative contributions of Balanced Scorecard components 
(customer, financial, internal process, learning and growth) to service performance 
management by: 
(i) Members of staff in First Bank Nigeria PLC. 
(ii) Customers of First Bank Nigeria PLC 
 
Table 8: Multiple Regression Analyses of Relative Contributions of Balanced 
Scorecard Components to Service Performance Management by Staff and 
Customers 
Standardized  Unstandardized  Coefficient   Coefficient 
Model    B  Std. Error  Beta     t-value Sig. 
Staff 
Constant   16.258 4.238    2.421  .016 
Customer Perspective .128  .092  .086  1.401  .163 
Financial Perspective .285  .099  .188  2.971  .003 
Internal Perspective .561  .115  .392  4.864  .000 
Learning & Growth -0.084  8.106  0.060  -0.792  .429 
 
Customers 
Constant  9.129  4.773    1.913  0.058 
Customer Perspective 0.218  0.158  0.150  1.377  0.171 
Financial Perspective 0.283  0.140  0.191  1.876  0.063 
Internal Perspective 0.626  0.174  0.423  3.598  0.000 
Learning & Growth -0.161   0.196  -0.109  -0.819  0.414 
Significant at p<0.05 
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Table 8 shows that financial perspective and internal process perspectives are significant 
relative predictors of service performance management respectively viewed by the staff 
of First Bank Nigeria PLC.(Financial: β=-.188, t = 2.971, p=.000; Internal: (β=-.392, t = 
4.864, p=.000).Customers’ perspectives as well as learning and growth were not 
significant relative predictors of service performance management as indicated by the 
staff. With regard to the customers, only the internal process perspective was a significant 
relative predictor of service performance management in First Bank, PLC. (Internal: β=-
.423, t = 3.598, p=.000).Customers’ perspectives, financial perspective as well as 
learning and growth were not reliable and significant predictors of service performance 
management as indicated by the staff. Thus, the null hypothesis which states that there 
will be no significant relative contribution of financial and internal process perspectives 
as indicated by the staff to service performance management is rejected. In the same vein, 
the null hypothesis which states that there will be no significant relative contribution of 
internal process perspectives as indicated by the customers to service performance 
management is rejected 
6.3.4  Hypothesis Four 
There will be no significant mean differences in service performance management scores 
as viewed by staff and customers based on their demographic characteristics (gender, 
qualification and years of working/banking experience in First Bank). 
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Table 9: One-Way Analyses of Variance for Mean Differences in Service 
Performance Management Based on Years of Experience and Educational Levels of 
Staff 
Variables  Levels        N     Mean SD  Df F-valueSig. 
Years of Exp.   
6-10yrs  198 46.33    6.86 
11-15yrs  25 44.60     6.42  (4, 255) 0.816  0.516 
16-20yrs  10 45.90     4.84 
Above 20yrs  27 44.59    4.77 
 
Educational Qualification 
School Cert.  3 53.00   0.100 
OND/NCE  99 47.89   5.57 
HND/B.Sc./B.A 108 44.91   7.52  (4, 255) 3.179  0.025 
Masters  50 45.94   5.38 
Significant at p<0.05 
 
Table 9 shows that years of experience as a staff did not differ significantly with regard to 
their service performance management score s of (F (4, 255)=0.816, P > 0.05.. This 
implies that irrespective of the years of banking experience, staff would still rate the same 
way. On the other hand, educational qualification of staff of First Bank differ 
significantly with regard to their performance management score (F (4, 255) = 3.179, P < 
0.05. Scheffe Post-hoc was conducted in Table 9 to specifically know which of the levels 
of educational qualification contributed more to the significant result. 
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Table 10: Scheffe Post-hoc for Service Performance Management Based on 
Educational Qualification of Staff 
Multiple Comparisons 
(I)  
Educ 
Qualification2 
(J) 
EducQualifica
tion2 
Mean 
Difference 
(I-J) 
Std. 
Error Sig. 
95% Confidence Interval 
Lower 
Bound 
Upper 
Bound 
School Certificate OND/NCE 5.91919 3.75516 .479 -4.6485 16.4869 
B.Sc./B.Ed./B.
A 
8.09259 3.75056 .202 -2.4621 18.6473 
Masters 7.06000 3.80890 .331 -3.6589 17.7789 
OND/NCE School Cert. -5.91919 3.75516 .479 -16.4869 4.6485 
B.Sc./B.Ed./B.
A 
2.17340 .89159 .117 -.3357 4.6825 
Masters 1.14081 1.11173 .788 -1.9878 4.2694 
B.Sc./B.Ed./B.A School Cert. -8.09259 3.75056 .202 -18.6473 2.4621 
OND/NCE -2.17340 .89159 .117 -4.6825 .3357 
Masters -1.03259 1.09607 .828 -4.1171 2.0519 
Masters School Cert. -7.06000 3.80890 .331 -17.7789 3.6589 
OND/NCE -1.14081 1.11173 .788 -4.2694 1.9878 
B.Sc./B.Ed./B.
A 
1.03259 1.09607 .828 -2.0519 4.1171 
 
Table 10 indicates that there were large positive mean differences between school 
certificate holders as well as Masters and Ph D. Though, they were not statistically 
significant but they were still able to account for the significant differences obtained. This 
is an indication that the significance was weak. 
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Table 11: Independent t-Test for Mean Differences in Service Performance 
Management Based on Gender of Staff 
Variables Levels  N  Mean  SD Df t-valueSig. 
Gender  
Male  139  47.44  6.12  258  3.315      .001  
Female 121  44.81   6.57 
Significant at p<0.05 
Table 11 indicates that Service Performance Management differs significantly according 
to gender from the perspective of the staff (t=3.315, df: 128, p<0.05). Male staff rated 
service performance management of First Bank higher than the females. Thus, the 
hypotheses of no significant mean differences of service performance management with 
regard to gender was rejected 
Table 12: One-Way Analyses of Variance for Mean Differences in Service 
Performance Management Based on Years of Experience and Educational Levels of 
Staff 
Variables Levels  N  Mean SD  Df F-value Sig. 
Years of Exp.  
6-10yrs 96  45.23  7.40 
11-15yrs 11  43.27  8.31 (3, 126) 2.259  0.085 
16-20yrs 25  1.50  9.19 
Above 20yrs 21  48.62  3.20 
 
Educational  
School Cert. 6  53.00  4.93 
OND/NCE 17  47.89  8.39 
HND/B.Sc./B.A56  44.91  7.51 (4, 125) 1.42  0.234 
Masters 46  45.94  6.45 
Ph.D.  5  48.40  1.34. 
Significant at p<0.05 
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In table 12, from the perspective of the customers, service performance management 
scores did not differ significantly according to the years of banking experience with First 
Bank Nigeria PLC as shown in Table 12. Customers who had been with First Bank for a 
longer period of time rated the bank higher than those with limited banking experience 
with First Bank but was not statistically significant (F (3, 126)=2.259, P >0.05). 
Significant mean differences were not observed for service performance management 
with regard to educational qualification (F (4, 125)=1.42 P > 0.05). 
Table 13: Independent t-Test for Mean Differences in Service Performance 
Management Based on Gender of Staff 
Variables Levels  N  Mean  SD Df t-valueSig. 
Gender  
Male  34  46.44  7.82  128 0.699    0.486 
Female 96  45.45   6.86 
Significant at p<0.05 
 
Table 13 shows that gender did not differ significantly from the perspective of the 
customers with regard to service performance management in First Bank PLC. (t=0.699 
df: 128, p>0.05). This means that the null hypothesis on gender is not rejected. 
6.3.5 Hypothesis 5 
There will be no significant mean differences in service performance management scores 
between staff and customers of First Bank Nigeria PLC. 
Table 14: Independent t-Test of Mean Differences of Service Performance 
Management Score between Staff and Workers 
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Variable N Mean  SD t-value Df Sig. 
Staff  260 45.92  6.48 0.762   388 .767 
Customers 130 45.77  7.13 
Significant at p<0.05 
 
Table 14 shows that there was no significant mean difference between service 
performance management score between staff and customers of First Bank Nigeria PLC. 
(t=0.762, df: 388, p > 0.05). This means that the null hypothesis earlier stated was not 
rejected. It therefore implies that staff and customers alike can be used to gauge 
performance measurement of activities of First Bank. 
6.3.6 Hypothesis 6 
There will be no significant difference in service performance management score among 
the three categories of customers (retail, small and medium enterprise as well as 
corporate organisations. 
Table 15: One-Way Analysis of Variance for Mean Differences in Service 
Performance Management Based on Categories of Customers 
Variable Levels  N Mean  SD  Df Sig. 
Retail  52  46.63  6.40 
Category 
of Customer  
Small &Medium 
Enterprise 39  45.36  7.84  (2, 127) 0.79  .046 
Corporate 39  44.82  7.27 
Significant at p<0.05 
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Table 15 shows that there was no significant difference among the three categories of 
customers of First Bank with regard to service performance management (F (2, 127) 
=4.39, p <0.05). This implies that the null hypothesis stated is not rejected 
Research Question 1 
What are the challenges faced by staff of First Bank Nigeria PLC in the implementation 
of Balanced Score Card? 
 
Table 16: Descriptive Statistics of Frequency Counts and Percentages of Challenges 
Faced in Implementing Balanced Scorecard by Staff (329 responses from 260 Staff) 
S/N Categories    Frequency  Percentages 
1. Lack of Proper Planning   9   2.74 
2. Attitude of Staff    68   20.67 
3. Low staff strength    27   8.22 
4. Inadequate banking tools   8   2.44 
5. Inputting/collation of data   43   13.09 
6. Limited Operational facilities in Branches 47   14.31 
7. Irregular Internet network/ICT facilities 98   29.84 
8. Distortion of facts and figures   10    3.04 
9. Lack of feedback    12    3.66 
10. Limited branches    7    2.13 
11. Total      329   100.14 
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Table 16 shows that two major challenges accounted for slightly over 50.0% of the 
challenges and these are: attitude of staff (N=68, %=20.67) and irregular internet network 
and ICT facilities (N=98, %=29.84). Other factors include: inputting/collation of data 
(N=43, %=13.09) as well as limited operational facilities in branches (N=47, % = 14.31). 
Limited branches (N=7, % =2.13) as well as inadequate banking tools (N=8, %=2.44) 
were regarded by very few as posing challenges for the implementation of Balanced 
Scorecard in First Bank PLC. 
 
6.4  Discussion 
Hypothesis 1 shows that there were significant relationships among the components of 
the Balanced Scorecard as well as the dependent variable of service performance 
management as viewed by the staff and customers of First Bank who had at least five 
years of banking experience with the bank. Theories are only as good as their application 
to reality. Studies are sparse in validating whether the underlying factors of BSC actually 
measure what they are supposed to measure. This particular finding is really worthwhile 
and gives factual basis to the construct of BSC as propounded by Kaplan and Norton 
(1992). Roodhooft (2012), notes that BSC is a multi-dimensional measurement system 
that translates an organization’s mission and strategy into a comprehensive set of 
performance measures in four areas. The inference that can be drawn from this statement 
is that BSC is integrative and its components are relational which is capable of 
actualizing corporate mission and objectives. It also brings validity to the monumental 
works of Kaplan and Norton (1992) that the construct of BSC is valid. The finding of this 
study is in line with the works of Kaplan and Norton (1996:44), that all the generic 
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measures of Balanced Scorecard are carefully linked to goal, objection and vision of the 
institution. 
The second hypothesis shows that all the components of Balanced Score Card: Financial 
perspective, customer perspective, internal process perspective as well as learning and 
growth have joint significant contribution to service performance management. This 
implies that all these are capable of bringing out improved customer satisfaction, 
customer retention and imposing faith of customers in the organization. It could also be 
implied that the joint significant contribution of all the components of BSC to service 
performance management is that productivity of the workforce is guaranteed and when 
this happens, there are likelihoods that there will be significant expansion of the business 
and this means more jobs will be created and employees are also likely to retain their 
jobs. When employees retain their jobs over long period of time, employee stability is 
guaranteed. This eventually brings good return on assets and shareholders are happy that 
they have invested wisely. Unit cost performance is also on the reduction and the 
organization is able to make more profits and declare more dividends for their 
shareholders. This finding is in line with the views of (Tschol, 2007:63), who asserts 
that top management must continually evaluate organizational environment and make 
improvements and adjustments in it to optimize the service performance of all 
employees. 
The third hypothesis reveals an interesting finding. Studies really look for which of the 
components of BSC contributes most or least to any performance measurement outcome. 
One major contribution of this work was to ascertain which of the components of BSC is 
most reliable in predicting service performance management. Though, it was from two 
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perspectives (staff and customers), the study reveals that internal perspective was the 
most reliable predictor of service performance management. This means that First Bank 
has been rendering quality service as well as improving their response time and unit cost 
performance in the last five years since the introduction of BSC. This is cheering news 
for the staff, management as well as the shareholders of First Bank. Though, the financial 
perspective is important for most business organisations, there is a need to focus more on 
the other perspectives (Kaplan & Norton 1996:46). This management system ceases to 
put all attention to finance, which is the focus of majority of the organizations prior to its 
formation. It argues that the successful performance of organizations do not lie on mainly 
focusing on the financials hence the inclusions of the three other perspectives and the 
outcome of this study has fully justified that in which both staff and employees views 
internal process perspective as being the best contributor to service performance 
management in First Bank. This, it simply cascades without reducing the importance of 
the financials in the system. 
The importance of the financial perspective was also not lost on the First Bank employees 
in their views of the contribution to service performance management as they view it as 
being reliable in predicting service performance management. Before the introduction of 
the BSC, the financial was the sole determinant of performance indicator. There is a need 
for First Bank to do more on the financial aspect as the customers did not see this 
component as being significant in contributing to the service performance management. 
Thus, there might be a need to look into how they support retail banking, small and 
medium enterprise as well as corporate organisations. 
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It is also essential for First Bank to also look into the customer perspective. Customers 
are seen as King and they are to be well taken care of. This study has shown that both 
staff and customers are of the views that First Bank need to do more to satisfy their 
customers in order to be highly competitive and to be at the top of the banking industry in 
Nigeria as it was not found to significantly contribute to service performance 
management. When customers are well taken care of in terms of customer care, customer 
delight and empathy, they are easily retained, customers’ loyalty is also guaranteed and 
they are satisfied. When customers’ satisfaction is established, it provides a veritable 
means by which customer base can increase geometrically or exponentially in terms of 
customers’ acquisition. This study has shown that both staff and customers are of the 
view that there is still significant room for improvement in the way Fist Bank deals with 
and satisfy their customers. 
Learning and growth component was also not seen as being a reliable contributor to 
service performance management both by staff and employees of First Bank. This area is 
very important because it conceptualizes what the organization desires for the future in 
order to achieve excellent outcomes. First Bank, no doubt is investing in the future but 
they may need to critically assess their infrastructure base, their staff especially at the 
branches in term of efficiency, their systems and procedures if they are to achieve 
ambitious long term financial growth. There might also be a need for the management of 
First Bank to disseminate some of their future directions to their customers without 
giving too technical and valuable information out with regard to their competitors. 
The fourth hypothesis addresses the effect of personal characteristics of customers as well 
as staff with regard to their view concerning service performance management. Year of 
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experience was not an issue for the staff with regard to service performance management. 
This implies that irrespective of the number of years that the staff spent they were still 
able to view service performance management the same way. However, male staffs were 
less critical of the performance outcome used in this study. Gender was statistically 
significant as males had higher scores than males. This finding should not be glossed 
over as women are sometimes more detailed in their assessment of events, objects or 
outcomes. Educational qualification of staff had effect on their views of service 
performance management. Staff with lower educational qualification tends to rate service 
performance management more than staff with higher educational qualifications. Staffs 
with higher educational qualifications were more of the opinions that service 
performance management can be seriously improved upon by First Bank. Studies that 
have shown effect of demographic variables on outcomes are documented in literature 
(Mumca & Ushuel, 2011; Odogwu, Jimoh, Olabiyi & Yewande, 2005. 
Customers did not differ significantly on all the three demographic variables in the study. 
This proves that their demographic variables did not have effect on their views of service 
performance management and it is a confirmation that they could be called upon to assess 
First Bank with regard to the implementation of Balanced Scorecard especially those that 
have been banking with First Bank for over five years. 
Hypotheses five addressed whether significant differences exist between customers views 
and staff views with regard to service performance management in First Bank. Table 14 
shows that differentials did not exist in the ratings of both First Bank staff and their 
customers. This finding is a further justification and gives validity to the outcomes of this 
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findings that customers can and do provide reliable empirical data which can inform 
management of future directions of the organization. 
Hypothesis six shows that there was no significant difference in service performance 
management based on the categories of the customers used in this study. 
Commercial/Corporate customers, Small and Medium enterprise as well as retail 
customers were unanimous in their views of service performance management in First 
Bank. This has proved for the umpteenth time the objectiveness and the collective resolve 
to provide meaningful data for First Bank management to fall upon in order to improve 
the fortune of First Bank as well as to strategically place the organization in the driver’s 
seat with regard to banking industry in Nigeria. 
The major challenges posed in the implementation of Balanced Scorecard as indicated by 
staff of First Bank were attitudinal and internet network/ICT facilities. Attitudinal 
problems manifested in forms of negligence of duty, distortion of facts and figures, lack 
of concentration as well as inability to manage time effectively. An internet network/ICT 
facility was the greatest challenge facing the smooth implementation of Balanced 
Scorecard in First Bank. 
6.5 Summary of Discussions on the Results and Findings 
Positive significant relationships were observed for BSC components and there were 
significant predictors for service performance management as viewed both by customers 
and employees of First Bank PLC. Challenges of using Balanced Scorecard were also 
highlighted and discussed. 
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CHAPTER SEVEN 
SUMMARY OF FINDINGS, CONCLUSION, RECOMMENDATION AND 
 SUGGESTION FOR FURTHER STUDIES 
7.1 Introduction 
This section highlights the summary of the findings of the study. It also made recommendations 
based on the findings of the study. Suggestion for further study was also made. 
7.2 Summary of the Findings 
The summary of the findings are: Positive significant relationship exists between customer 
perspective component of Balanced Scorecard and service performance management in First 
Bank Nigeria PLC; Positive significant relationship exists between financial perspective 
component of Balanced Scorecard and service performance management in First Bank Nigeria 
PLC; Customer, financial and Internal Process perspectives are not reliable and significant 
relative predictor of service performance management in First Bank Nigeria PLC as viewed by 
customers; Service performance management scores vary significantly with educational 
qualification of staff as indicated by staff of First Bank Nigeria PLC; Service performance 
management varies significantly with gender as indicated by staff of First Bank Nigeria PLC; 
Service performance management did not vary significantly with years of banking experience as 
indicated by customers of First Bank Nigeria PLC; Customers and staff did not differ 
significantly with their views on Service performance management in First Bank Nigeria PLC; 
and Attitudes of staff as well as irregular internet network/ICT facilities were the greatest 
challenge facing the smooth running of BSC in First Bank. 
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7.3 Recommendation 
Based on the findings in this study, the following are recommended: 
There is a need to improve on the customer-staff relationship to take First Bank to a greater 
height; Awards should be instituted for each of the components of BSC to ensure that staff are 
well grounded in Balanced Scorecard and to motivate them for higher efficiency; Professional 
developments of staff should continue unabated as it gives edge in a competitive world; As much 
as possible, feedback mechanism must be effectively utilized for correction to be effected; and 
the use of Bank specific Balanced Scorecard is recommended for all banks in Nigeria especially 
those that have not started using it. 
7.4 Suggestion for Further Studies 
It is suggested that this study be replicated in other banking institutions in Nigeria. It is also 
being suggested that other variables such as Balanced Scorecard self-efficacy; technological 
knowledge as well as attitude for the use of BSC should be carefully controlled in another study. 
7.5  Contribution to Knowledge 
The following are the contributions of this thesis: 
The study developed a conceptual model that showed that significant relationship existed 
between components of Balanced Scorecard (customer, financial, internal process, learning and 
growth in relation to service performance management; The study has added to the richness of 
Balanced Scorecard literature in Nigeria in specific and the world in general; and Customers of 
First Bank provided empirical data with regard to usage of Balanced Scorecard in relation to 
service performance management. 
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7.6  Conclusion 
The Balanced Scorecard (BSC) has proved to be a robust and analytical tool for enhancing 
performance measurements in First Bank Nigeria PLC. Determination of Service Performance 
Management is to some extent influenced by the demographical variables of gender, years of 
experience and educational qualification. There is a need for First Bank to work on the customer 
perspective as well as the learning and growth component of Balanced Score Card. These two 
areas are very vital to the continued competitiveness of the organization. Finally, customers were 
unanimous in their views as their personal demographic variables did not differ significantly and 
thus confer validity on this study. 
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APPENDICES 
APPENDIX 1 
BALANCED SCORECARD AND SERVICE PERFORMANCE  
MANAGEMENT STAFF QUESTIONNAIRE (BSSPMSQ) 
 
This questionnaire seeks information concerning Balanced Scorecard (BSC) in relation to service 
performance management in First Bank, Nigeria. It is intended mainly to enrich academic 
research as well as to provide valuable information for users of Balanced Scorecard in 
organisations. Balanced Scorecard primarily provides an organisation with feedback based on 
processes internal and external to organisations. Please, the information that is being given 
should be the one that is based on sincerity of purpose. Please note that your information will be 
treated with strict confidentiality. 
 
Thanks. 
 
SECTION A: DEMOGRAPHICAL INFORMATION 
No of years as staff of First Bank: 1-5yrs ( )  6-10yrs ( ) 11-15yrs ( ) 
     16-20yrs ( ) Above 20yrs ( ) 
Educational qualification of respondent: School Certificate ( )  OND/NCE ( ) 
 HND/B.Sc. /B.A/B.Ed. ( ) Masters ( )    Ph.D. ( ) others ---------------------- ( ) 
Sex of Respondent: Female ( ) Male ( ) 
Department: ------------------------------------------------------------------------------------------ 
 
SECTION B 
Kindly respond to the items in this questionnaire by indicating the extent to which you agree or 
disagree with the following statements 
Strongly Disagree (SD)  Disagree (D) 
Neutral (N)     Agree (A)  Strongly Agree (SA) 
S/N STATEMENT OF ITEMS SD D U A SA 
 Customer Perspective      
1 Internal customer satisfaction index of Balanced Scorecard 
(BSC) in First Bank is high. 
     
2. External customer satisfaction index of Balanced Scorecard in 
First Bank is high 
     
3 Transaction efficiency is high in First Bank since the 
introduction of Balanced Score Card 
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4. Help lines for customers are more effective in First Bank since 
the introduction of Balanced Score Card 
     
5. As a result of customer centred nature of BSC, there is increase 
in the number of savings account in First Bank. 
     
6. Staff of First Bank are more friendly with customers when 
compared to about five years back 
     
7 There is greater customers’ transaction efficiency since the 
introduction of Balanced Score Card 
     
8 Since the introduction of BSC, customers are at the centre of 
financial activities in First Bank 
     
9 I can NOT see the improvement in staff- customers’ relationship 
since the introduction of Balanced Score Card 
     
10 Since the introduction of Balanced Score Card, there has been 
an increase in the number of active cards to customer ratio. 
     
 Financial Perspective      
11 Balanced Scorecard (BSC) has brought about cash 
management efficiency in First Bank. 
     
12 With the introduction of Balanced Scorecard (BSC), financial 
compliance with Central Bank of Nigeria. has increased 
     
13 The introduction of BSC has ensured that actual cost to budget 
has improved. First Bank financial stability has NOT improved 
much after the introduction of BSC. 
     
14 Details of customers’ account are increasingly been made 
available to them through different ways (internet, mobile 
banking etc.) 
     
15 First Bank is NOT doing enough to support corporate 
organisations since the introduction of BSC 
     
16 Financial crisis is NOT expected in First Bank with the 
introduction of Balanced Score Card 
     
17 BSC ensures that the financial system is free from bias      
18 First Bank is in a better financial standing with the Central Bank 
of Nigeria since the introduction of Balanced Scorecard (BSC) 
     
19 Shareholders can NOT see the difference of return on their 
investments when compared to the time that BSC was not in 
use. Operation 
     
20 BSC is having a great impact on the finance of First Bank 
 
 
     
S/N Internal Process Perspective SD D U A SA 
21 Teller service time has improved considerably since the      
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introduction of Balanced Score Card. 
22 BSC has brought about increased competitiveness among staff.      
23 Balanced Scorecard has NOT been able to reduce fraud in the 
financial system of First Bank 
     
24 Internal processes has improved since the usage of Balanced 
score card 
     
25 Operational loss in First Bank has been curtailed since the 
introduction of Balanced score card 
     
26 Balanced Scorecard .has improved internal working 
relationships among staff. 
     
27 Automated Teller Machine (ATM) utilization has improved 
since the commencement of BSC 
     
28 There is error reduction in the system since the introduction of 
Balanced Score Card. 
     
29 Introduction of BSC has ensured improved monitoring as well 
as compliance with regulations. 
     
30 Internal processes has improved since the introduction of 
Balanced score card 
     
 Learning and Growth Perspective      
31 With the introduction of Balanced Score Card, First Bank 
organisational objectives are being met in a better way. 
     
32 Strategic approach to management has improved in First Bank 
since the commencement of BSC 
     
33 First Bank rating has a very high rating among other banks in 
Nigeria since the commencement of BSC 
     
34 I believe he number of branches that First Bank has NOT 
increased proportionately with the status 
     
35 The introduction of Balanced Scorecard enables feedback 
which helps in continuous growth of First Bank 
     
36 Transparency in financial activities is one of the essential 
guiding principle of First Bank 
     
37 First Bank has NOT improved with regard to social 
responsibility since the introduction of BSC 
     
38 Professional training of staff have improved since the 
introduction of BSC 
     
39 BSC has improved the turn- around service time in First Bank      
40 Customer is at the centre of First Bank’s financial activities 
since the introduction of Balanced Score Card 
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SECTION C 
SERVICE PERFORMANCE MANAGEMENT QUESTIONNAIRE 
Please rate the following items according to the following response formats: 
1= Poor (P)   2 = Fair (F)   3 = Good (G) 
4 = Very Good (VG)  5= Excellent (E) 
S/N ITEMS 1 2 3 4 5 
1 Customer satisfaction      
2 Service quality      
3 Interest cost      
4 Return on earnings      
5 On-time delivery      
6 Job creation      
7 Job retention      
8 Employee stability      
9 Labour productivity      
10 Professional training for staff      
11 Return on assets      
12 Unit cost performance      
 
SECTION D 
1. What are the other strengths of Balanced Scorecard (BSC) in First Bank, Nigeria? 
 
 
 
 
 
2. What are the factors working against successful implementation of Balanced Scorecard in 
First Bank, Nigeria? 
------------------------------------------------------------------------------------------------------- 
------------------------------------------------------------------------------------------------------- 
----------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------- 
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APPENDIX II 
 
BALANCED SCORECARD AND SERVICE PERFORMANCE MANAGEMENT 
QUESTIONNAIRE (BSSPMQ) 
 
This questionnaire seeks information concerning Balanced Scorecard (BSC) in relation to service 
performance management in First Bank. It is intended mainly to enrich academic as well as to 
provide valuable information for users of Balanced Scorecard in organisations. Balanced 
Scorecard primarily provides an organisation with feedback based on processes internal and 
external to organisations. Thus, the information that is being sought should be the one that is 
based on truth and sincerity. Please note that your information is to be guarded in strict 
confidence. 
 
Thank You 
 
SECTION A: DEMOGRAPHICAL INFORMATION 
Category of business: Retail ( ) Small and Medium Enterprise ( ) 
Commercial/Corporate ( ) 
 
No of years as customer: 1-5yrs ( )  6-10yrs ( ) 11-15yrs ( ) 
16-20yrs ( ) Above 20yrs ( ) 
 
Educational qualification of respondent: School Certificate ( )  OND/NCE ( )  
 HND/B.Sc./B.A/B.Ed. ( ) Masters ( )   Ph.D. ( )   Others ------------------ ( ) 
 
Sex of Respondent: Female ( ) Male ( ) 
 
SECTION B 
Kindly respond to the items in this questionnaire by indicating the extent to which you agree or 
disagree with the following statements 
Strongly Disagree (SD)  Disagree (D)   Neutral (N)    
Agree (A)    Strongly Agree (SA) 
S/N STATEMENT OF ITEMS SD D U A SA 
 Customer Perspective      
1 Balanced Scorecard ensures that customers’ service delivery is 
impressive 
     
2. The needs of customers are always given priority with the 
introduction of Balanced Score Card 
     
3 Help lines were NOT provided for customers before the use of 
Balanced Score Card 
     
4. Management of First Bank do NOT listen enough to customers      
5. First Bank is doing just enough to increase their customer base      
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6. Staff of First Bank are more friendly with customers when 
compared to about five years back 
     
7 There is greater customers’ transaction efficiency since the 
introduction of Balanced Score Card 
     
8 Customers are now treated as king in First Bank      
9 I can NOT see the improvement in staff- customers ‘relationship 
since the introduction of Balanced Score Card 
     
10 With the introduction of Balanced Score Card, there is likely to be 
growth in customers’ savings account 
     
 Financial Perspective      
11 First Bank is in a better financial standing with the Central Bank of 
Nigeria since the introduction of Balanced Scorecard (BSC) 
     
12 Balanced Scorecard (BSC) ensures that it is NOT easy to obtain 
loan from First Bank 
     
13 First Bank financial stability has improved more after the 
introduction of BSC. 
     
14 Details of my account are increasingly been made available to me 
through different ways (internet, mobile banking etc.) 
     
15 First Bank is NOT doing enough to support corporate organisations 
since the introduction of BSC 
     
16 Financial crisis is NOT expected in First Bank with the 
introduction of Balanced Score Card 
     
17 BSC ensures that the financial system is free from bias      
18 The introduction of Balanced Scorecard tends to protect the 
interest of shareholders more. 
     
19 Shareholders are better guaranteed of return on their investments 
when compared to the time that BSC was not in operation 
     
20 BSC has not had great impact on the finance of First Bank      
 Internal Process Perspective      
21 Balanced Scorecard has improved internal working relationships 
among staff 
     
22 There is error reduction in the system since the introduction of 
Balanced Score Card 
     
23 Balanced Scorecard has NOT been able to reduce fraud in the 
financial system of First Bank 
     
S/N STATEMENT OF ITEMS SD D U A SA 
24 Internal processes has improved since the usage of Balanced score 
card 
     
25 Balanced Scorecard has encouraged staff to perform better      
26 The time of processing of Teller has reduced since the introduction      
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of Balanced score card 
27 Automated Teller Machine (ATM) services has improved since the 
commencement of BSC 
     
28 Balanced Scorecard ensures that one is more familiar with the 
range of services offered by First Bank 
     
29 Introduction of BSC has ensured improved monitoring with 
compliance with regulations. 
     
30 Introduction of Balanced Scorecard does NOT encourage healthy 
competition among staff 
     
 Learning and Growth Perspective      
31 Balanced Scorecard introduction enables feedback which helps in 
continuous growth of First Bank 
     
32 First Bank has NOT improved with regard to social responsibility 
since the introduction of BSC 
     
33 I believe that First Bank has a very high rating among other banks 
in Nigeria 
     
34 I believe he number of branches that First Bank has not increased 
proportionately with the status 
     
35 With the introduction of BSC, First Bank is poised to be the best 
customer friendly bank in Nigeria 
     
36 Transparency in financial activities is one of the essential guiding 
principle of First Bank 
     
37 First Bank is meeting up with their targets in the last five years      
38 Quality of service has improved over the years      
39 BSC has improved the turn- around service time in First Bank      
40 Customer is at the centre of First Bank’s financial activities since 
the introduction of Balanced Score Card 
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SECTION C 
SERVICE PERFORMANCE MANAGEMENT QUESTIONNAIRE 
Please rate the following items according to the following response formats: 
1= Poor (P)   2 = Fair (F)   3 = Good (G) 
4 = Very Good (VG)  5= Excellent (E) 
 
S/N ITEMS 1 2 3 4 5 
1 Customer satisfaction      
2 Service quality      
3 Interest cost      
4 Return on earnings      
5 On-time delivery      
6 Job creation      
7 Job retention      
8 Employee stability      
9 Labour productivity      
10 Professional training for staff      
11 Return on assets      
12 Unit cost performance      
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